e .

RECEIVIU
204 NOY 12 Ar 1D 1L
TR.A. DOCKET ROOM

November 11, 2004
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Interrogatories and Requests for Production
Of Documents by the
Attorney General (First Set)
To Tennessee-American Water Company
Rate Case No. 04-00288

10 Q. THE FOLLOWING CALL CENTER PERFORMANCE METRICS WAS
_ IDENTIFIED IN RESPONSE TO TRA STAFF DATA REQUEST #f1,
QUESTION 15 (PROVIDE THE PAST THREE YEARS MONTHLY DATA
FOR EACH METRIC,)
A. Time to connect the customer to the system

Response:

B Restoring of water service

Response:

C. New meter installations

Response:

D Billing nquiries

Response:

E. Meeting appointment times

Response

F Meter Reading — percent of meters read
Response:

G Customer Satisfaction Surveys — provide a cbpy of survey responses
since 2001

Response-
A Time to connect the customer to the system
Response Normally, a customer that contacts the company for water service W|II be
asked whether they prefer to have service connected in the morning or afternoon on a



Interrogatories and Requests for Production
Of Documents by the
Attorney General (First Set)
To Tennessee-American Water Company
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particular date A service order I1s then generated and generally, a request that I1s
received on Day One is executed on Day 2 Service orders that are worked on a
particular day are completed in the computerized customer service system by 7 00 p m
the same day Emergency service orders are generally made available immediately to
the local field ‘'service representative to be worked as soon as they are notified
Therefore, in the normal course of business, the average time to connect a customer is
two days, Day 1 I1s the day the customer contacts us, Day 2 the service order request Is
completed n the field and entered into the computer the same day The actual field
work to connect a customer to the system If existing service has been avallable at the
residence 1s 10-15 minutes pius travel time No specific data Is tracked to quantify time
to connect the customer beyond this measurement presently on a monthly basis If the
property requesting connection to the system 1s not currently served, then TAW has a
process in place to facilitate the installation of a service line, meter setting and water
meter to serve the property Again, the company works with the property owner or the
builder to schedule the instailation of these facilities to meet the needs of the customer
In general, the average time required to take the inquiry at the Call Center is on average
5 minutes to handle the inquiry over the phone

B Restoration of Water Service

Response Service Is restored within 24 hours and in most cases In less time than that
Restoration for non-payment of service s performed the same day, so long as the
payment 1s venfied by 4 00 pm that day If service i1s disconnected for plumbing
repairs, service restoration will also occur the same day, so long as the order is

. generated prior to 6 00 pm Again, in this case no specific data for the field work is
tracked for this metric, as these may vary based upon the customer’s circumstances
Restoration of service I1s also required for situations involving repair of customer
plumbing facilities, or for restoration of service resulting from non-payment for service
Typically, turning on service to an existing customer, In either case, requires that the
customer notify the company that they have paid the outstanding amount or the
plumbing repair 1s completed and are ready to have the field service representative
dispatched to restore water service at the premises Such an Iinquiry, on average
requires 5 minutes via phone to handle the inquiry from the customer and to create a
work order to schedule the reconnection The actual field work to restore water service
to an existing residential customer 1s between 10-15 minutes plus travel time No
specific monthly data i1s tracked to quantify the actual field work specifically for this
activity presently

C New Meter Installation

Response A new meter Installation 1s performed as part of the function involved In
installing a new service line to serve a new residence, that has not previously received
service If the property requesting connection to the system is not curfently served, then
TAW has a process in place to facilitate the installation of a service line, meter setting
and water meter to serve the property Again, the company works with the property
owner or the builder to schedule the installation of these facilities to meet the needs of
the customer In general, the average time required to take the inquiry at the Call Center
Is on average 5 minutes to handle the inquiry over the phone

D Billing Inquiries
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Response Billing inquiries are generally considered to include rereading the meter In
preparation for biliing, reading the meter as the result of a high or low bill for service
received by the customer; request for a meter test, final bill for service, and check for a
leak The average handle time for a customer inquiry by phone to the Call Center is 5
minutes or less, and this includes scheduling the order The field work portion of the
work requires approximately 5-15 minutes, on average, depending on the complexity of
the 1ssue and providing an explanation to the customer If they are present when the
Field Service Representative (FSR) arrives at their residence If the customer i1s not
present when the billing inquiry 1s performed, then the Call Center personnel will contact
the customer by phone to inform them of the result of the visit by the FSR Again,
specific data for types of metrics for service are not segregated presently by type of
inquiry or by function performed in the field, specific to billing inquines Overall, the work
presented to the FSR is performed on the date scheduled, however, If it cannot be
performed because of field conditions (customer required to home to meet FSR, etc)
then a door hanger Is also provided to identify the findings at the residence and the work
order Is completed by the FSR  Finally, if a meter test is required as part of a billing
Inquiry, the meter 1s delivered to TAW meter testing facility, and is tested in accordance
with industry standards Such a test requires approximately a total time of 1 hour to
complete, however, meters of ike size and type are generally tested as a group, and a
meter test for 12 meters of the same size In the test bench, would require the same labor
input of approximately 1 hour

E Meeting appointment times

Response Currently, we practice a schedule which provides that the customer s given
a preference for either morning or afternoon to have the field service representative
perform the customer's request Appointments for a specific time are mot practiced,
unless we are unable to leave the water on to the premises With outside meter
settings, our policy allows us to leave the water on when a customer moves out, and
then if no one moves in within 30 days, we then shut off the service to the property
Once the water at the meter I1s discontinued, we are allowed to turn water on even If the
customer 1s not at home The field service representative watches the meter, and If it
continues to register, it will be left off, and we reschedule a time the customer can be at
home - Our evening shift has expanded to handle calls until midnight in the last 18 to 20
months and we are able to be more flexible in meeting the customer’s expectations
when required  As such, the goal 1s to meet every appointment within the time frame
required No statistical data 1s currently tracked to determine compliance with meeting
appointment times, however, based on calls analyzed periodically for quality monitoring
indicates that 86-95% of the calls are handled and the customer I1s satisfied or very
satisfied with the service and response of the company

F Meter Reading-percent of meters read

Response
The percentage of meters read 1s shown by month Meters are read on a monthly basis
July 2003 92 37%

August 2003 88 73%

September 2003 92 18%
October 2003 92 70%
November 2003 98 38%
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December 2003 95 54% .
January 2004 98 01%

February 2004 9361%

March 2004 . 96.78%

Apnl 2004 97 97%

May 2004 98 75%
June 2004 97 19%
July 2004 96 31%

August 2004 98 02%
September 2004 91 97%

Customer Satisfaction Surveys-provide a copy of survey responses since 2001
RESPONSE Copies of the First Quarter and Year to Date 2002 Survey,
Third Quarter and Year to Date 2002 Survey,
and Fourth Quarter and Year to Date 2002 Survey
are attached The Tennessee operations was not evaluated in the
. second quarter survey No customer satisfaction survey data has
been conducted 1n 2003 or 2004
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Customer Satisfaction Summary

1. Satisfaction with American Water System overall:
« 74 01% of our custoners are sansficd with Ancrican Water System overall
* 12 23% ol our customers are not satisfied with Ancrican Water System overall
* The year end 2001 weighted score for total sausfaction’was 77 $3%
W Our company goal for 2002 is to have 81.42% of our customers satisfied with American
Water Systemoverall. Year to date 2002, we are below our 2002 goal by 7.41%.

! ' Mintimum Saustaction Waold Class
level Year To Date 2002 Level
60 Goal 85%:

0% 5% 10%  15% 20% 25% 30% 35% 40%  45%  50% 55% 60% 65% 70% 75% 80% 85% 90% 95% 100%

2. Satisfaction with the water quality overall:
+ 70 199% of our customers we satsficd with the water qualbly overall
+ 19 70% of our custoners are not satisficd with the water quabty overall.
* The year end 2001 weighted score for total sausfacuon was 75 61%
) Our company target for 2002 is to have 79.51% satisficd with the water quality overall.
Year to date 2002, we ave below vur turget by 9.32%.
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3. Agreement that American Water System is a leader in the water industry:
» 48 61% ol our customers agree that we are a keader in the water ndustry
* 9 219 ol ow customers do not agree that we are a leades in the water ndustry
« The year end 2001 weighted score for total agreement was 50 78%
= Our company target for 2002 is to have 58.78% agree that we arc a leader in the water industry.
Year o date 2002, we are below our targe t by 10.16%.
Minimum '

Level , World Class

Agreement 50% 2002 Level
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4. Rating with the utility value received from American Water System:
« 67 20% of our customers responded that they receive a good value for their unhty dollar
« 12 22% of our customers responded that they do not 1eceive a good value for their unhty dollar
« The year end 200! weighted score for total good value response was 70.97%.
=) Our company target for 2002 is to have 75.67% of our customers respond that they receive
) a good valuce for their utility dollar. Year to date 2002, we are below our target by 8.47%.

) Good
Mimmum V':“(:,(c 2002  World Class
Level Year To Date Foron Level
0% ear Ty ¢ Target 80%

I R e e B e

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% S50% 55% 60% 65% 70% 75% B80% 85% 90% 95% 100%

J

Satisfaction with American Water System Overall
Top Ten Operations

Year To Date ~ #Timeson Top
Current Utility 2002 Previous Ten List

“Quarter Rank Subsidiary Operations Total Satisfied | Quarter Rank | (since Q1°'01)

1 Tennessee Tennessee 88.37% 3 -5

2 Hinois Eastern 87.91% 13 1

3 Michigan Michigan 86.01% 29 1

4 Pennsylvanma Pittsburgh 85.59% 5 5

5 Pennsylvania Westemn 8501% 2 5

6 Pennsylvania Central 84 81% na 1

7 Missoun Eastem 83 94% 1 5

8 W Virginia Central 83.51% 6 5

9 Missoun Central 81.64% 14 1
‘ 10 Kentucky Kentucky 81.06% 8 5




Satisfaction with American Water System Overall

Y
World Class oo
Level -==-=-t-
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—o—Tolal Salisted| 64 19% | 66 05% 66 05% 64 63% 7821% 76.97% 79.62% 77 25% 7401%
—e—Very Satisfied; 1022% | 10 26% 10 92% 9 83% 15 92% 15 49% 14.64% 15 89% 14 10%
—e— Satished 53 97% 55 79% 55 13% 54 80% 62 29% 61 48% 64 98% 61 36% 5991%
—e—Neither 2155% 20 23% 20 13% 2163% 10 19% 11 50% 8 00% 10.60% 1376%
o - Dissalished 14 26% 1372% 13 82% 13.74% 1160% | 11.53% 12 38% 12 15% 12 23%

* Resuldts not wewghted
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v _ Satisfaction with American Water System Qverall
\ W
i Curr, Current Prev - Curr / ¥ YearTo Year To Date
. ' . ¢ Qtr Quarter{ Quarter * Prev | Date 2002 ¢ Over Total
‘; ,- Utihty {Total‘ Total ; Total . Quarteri Total 2002 Under Satisfaction
i Region Subsidiary Operations ' Resp. Sat Sat Change | Sat Goal ' Goal Ranking
Amencan Water Sysiem 5830 74 01% 77 25%  (3.24%) 74 01% 8142% (7 41%) | Rgn|[Ull Sub|Oper
892 7509% . 8090% , (581%) . 7509% - 8438% _ (929%) | 3
{llinois 7 ;594 S 7AT0% | 7960% | (490%), 7470% | T Ten T SN
ST 7 Chicago Metro . 318 3 61 32% ;_'9'6@9791 n/_a_ I ei_é'zv."; r00% | 18.69%) | | T | 35
S R B Eastem ' 102 S 8791% B109% 682% | B791% | 8388% 4 04% N S
ol . __Nothem 79877 7038% 8466"/ »(14g§j')'_ 7038% ' 8253% , (12ds%)| | | 27
Tl i 7 TTsouthem 79 7591% ¢ 7452% VAP  T591% 3 8551%  (959%) | 20
‘lowa Towa 98 . 7691% ; 85 95% ' (904%)  7691% * 8798% (11 07%) 8 |17
POINMEOH e, . _..785 [ 6753% 7504% (751%); 6753% . 7874% . (1121%)| 6
) ‘Indiana ‘ 306 7436% | T735% 1 (299%)  7436%  79.36% | (501%) | | 12 |
T Central 68 . 72.56% i 8296% |(1040%). 7256% ' 7921% | (665%) ¥
N Eastem 87 T 7812% 1 6659% |1253% : 79 1_2% L7923% )| T Ths
... Nothwest _ . 77 ! 7862% [ 8375% | (713%) 7662%  8261% (<999 %) e
T ;Southem 174 6467% | 79.09% 1(1441 | Ba67% T 77.98% (1331%)| | 32
, "Mrichigan Michigan ~ ~ 1 143" 8601% ; 7288% 1313 8601%  7843% 7 50% 2 3
) 7 Tome 77 Tonio ' 335 3T55% | 67 10% (29 569 a)'" 3155% 79 66% ° (48 11%) 17377 ar
Missoun Missoun 1 3997 7884% | B364% | (480%) . 78B4% _ B581% (607%) | 2 5
T T  eentral ’}"fé_i_, B164% | 7930% z3r | B8i6a% . 8461% | (3i7%) | | | 9
- "1’:::’ T TEastom | T!1i0 | 8394% | 88 58% [ (463%) | 8394% T, 8993% | (599%) | [ T |77
j ISouthwestem " 81 | 6543% | 6867% | (353%) | 6543% | 7617% | (974%) | | 31
T e Westam U1s “aadso, 54 10% T (@68 fn)' 44.45%  5400% ' (956%) |0
Nottheast ‘ 587 | 6916% . 7353% (438%), 6916% , 7783% . (867%) | 5
.. JLong Island longisiand ~ i78d 1 6429% . 6452% | (0 fé@'hqe:t 29% . 7199% . (7.70%) 16 | 33
| New Jersey T 503 T 7018% . 7632% | (614%); 7018% . 81 3% (1147%) | | Tia |
. l " “Central . M7 5713% - 8557%  138%  5713% | 6740% co2rw) | e
I R B Northeastem 99 L 78 77% 'j 80 00% | (323°%) | 76 77% I'ﬁé"i’é% 6 71%) N TS
TUTTTL T inonhwesten™ {08 | Bal05% | 77 20% " {1a 14| "3 05% | 81 se% | 18 sl | T
’ Southeastem | 99 1774 75% 1 7300% | 1755 | 7475% | 8192% + (7 16%) 23
co T T T T T T TBoulhwesten T T80 78 50% 80365“; (806%) | 7250% | 8718% (14 68%) | 26"
" |Pennsyivania 'Pennsyhania (1691 7455% , 781 ' (357%) . 7455% . 80.61% ' (606%) | 4 11
O o I v 334’8“1”"7"666%"?“' va ] B4B1% | 8686%  orm) | |7 |76
T " Coatesvlle 253"\ 69 97% f“"66657’ Ty ona U oe997% ' 753e% | (535%) | | T 28"
v N Eastem” 347  7266% | 8079% : (813% o [ 7266% 82 os%~ ©40%) | | 24
ol T T Nomheast I " T99 " T5300% T 64 28% (112 ‘)i 5300% . 66 AERZS N N R )
, : JPittsburgh” T E 11170 85 59% ; 8148% : 410% | B8559% 86 28% MOLEESN N A
| T meadng | 77338 ' 6586% | 000% L. Ma_ 176586% , 72 5/"’-% ©7i%) | | |30
i ; Westem 110 . 8501% ; 8770% (270%): 8501%  8385% ' (4 85%) 5
-ISoutheast . e e ... 807 B235% i 7559% ! §77% | B235% . 8484% | (248%) | 1 ]
iKentucky " iKentucky 108 1 8106% { 6915% :1192% ' B106% ~ 6524% , (417%) | [ 4 | 10
G| Maryland " Maryland 77797 | 7591%  8133% | (542%) | 7591% . 8118% : Garw) | 9 e
: ;Tennessee iTennessge ) 86 ! 8837% ' 7838 j 0 99% L_8§_37% C . 8res% osEt ] 1 1
ST "Wgima T Clvirgima’ . 77 . 7845% | 7603% | 243% | 78.45% . 8364% ' (518%) 6 15
T Wvine T T a0 a7 T 7ee {01 T 8207 sinov | @3k | | s |
N | “iCentral . 103, 8351% : 7385% | 965% | 835i% L 8632% | (281%) | [ |8
el _f‘ﬁb&ﬁém‘_"»_ 12779 _7973% | 90.40% [(1067%)i 7973%  8480% . (507%) 12
. ] ‘Southem |77 79 04% | 1 89.56% (1052%)' 79°04% ' 84 16% | (5 13%) 14
T TTwestem T 307 [ 8097% | 7913% | 184% | 8097% T 81 31% (0 34% 2) i 11
i [Westem ;869 | 66 55°/ L 6906%  (251%); 6655% _ 74 59% | (8.04% 2 7
| . __Anzona T TAnzona T "7 425 [ 6887% | 68100% | 078% ' 6887% | 7456% | (565%) | 14|29
¢ | T Caifomia 1 T 1 344 TB467% . B9 09% : (441%) | 6467% [7470% ,_(s_{ig”)“_ I
T Centml T 54__2_@ % | 5514% | (0B6%)1 5426% | 6281% | (856%) | | |38
; : 'Northem | 189 60 16% [ 000% | ma | '6016% ~ 6840% , (B24%) 36
Wl T ‘Southem 1TV 7490% 1 77 1% 1 221%) T 7490% | 79.83% |3 93%) 22”
LT T INew Mexico T INew Mexico” T 100 ' 77 00% i 6923% :’ Ti7% 1 7700%  7843% . (143%) |7 | 77 7| e
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5892

Company
Current Quarter

3893

Company
Previous Quarter

5992

Company
Year To Date 2002

Top 2 Box
Target 2002

Very Satishied

Saushied

Nethes

Dissatstied

Overall Water Quality Trend

95%
World Class
Level  -90% T e e e e e o
850/0
' 80% e e e e —— o
M s et~
70% {- P ———
65% h— 2 —
60% |—- o — = - e
55% |- i ———— = i R
50% = - —
45% S
40% |- -~ e e e re e -
35% |~— - : - — -
30%
25% 1 T -
20% = - O]
15% [ESRR—Y o JIEAIRIY o ST _?o-—_-"\w .
10% - - —
5% {— - - -
0% G100 200" Q00 Q400 * Q1o Q201 Q301 Q401 | Q102
—e—Total Saished| 6676% | 67 12% 6848% | 6701% | 7476% 75.10% | 7657% | 7563% | 7019%
—e—Very Satisfied | 15 12% 1493% 16 02% 1371% 18 56% 18 15% 1818% | 1751% 1478% |
—o—Satisfied 516a% | 5218% | 5245% | 5330% | 5621% 5695% | 5839% | 5B13% | 5541%
—e—Neltner 14 53% 1374% 12 89% 1339% 837% 8.26% 6 84% 784% 10 12%
o Dissalished | 1871% | 1914% | 1864% 19 60% 1687% | 16 64% 16 59% 16 52% 1970%

* Resulry not wervhted
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Satisfaction with the Overall Water Quality Rank

{

Curr  Current Prev Curr / Year To . Year To Date
Qtr Quarter Quarter Prev Date 2002 . Over/ Total
Utility Total Total Total Quarter Total . 2002 ' Under Satsfaction
Region Subsidrary Operations Resp. Sat Sat. Change Sat Target Target Ranking
Amencan Water System 5992 70 19% 75 63% (5 45%) 70 19% 79 51% (9 32%) | Rgn | Uul Subj Oper
IL4A 711 7391%  B101% (7 10%) 7391%  B8199% (808%) | 3
Hnots 612  /339%  8163% (825%) 7339%  8117% (7 78%) 9
Chicago Metro 332~ 7199%  000% nwa  7199%  7674% ' (4 75%) 21
i ’ Eastem 103 . 7712%  B755% (1043%) 7712%  B486% ; (775%) 1"
Northem 94 7115% 8091% (376%) 7115% . 7643% (5 28%) 22
Southem 83 7321%  7790% (469%) 7321%  8224% {9 03%) 19
lowa fowa 99  7636% 7861% (225%) 7636%  8515% (B 80% ) 3 13
IN-MI-OH _ T 801 6727% _ 7416% (68%5) 6727%  7846% (111 5
T T indana TOTTT T 3117 7346%  7422%  (076%)  7346%  7849% “('5"6'3'“' A I
o i Central 71 74.56%  7868% (412%) 74 56%  7970%  (514%) | Tl s
Eastem B9  7679% 6546% 1133%  7679% - 7736% . (0.57%) i2
T Northwest 78 8205% | 8780% (575%)  8205%  8449%  {243%) ’ 5
‘Southem 73 | 5199%  6287% (1089%) 519%% ’ 7438% ° (22 40%) 37
“"Michigan ~ Michigan 144 |, 7569% 74 58%  1.12%  7569%  B067%  {(497%) | ‘4 14
) Ohio Onio 346 3526% 7373% (3847%) 3I526%  8121%  (4595%) 17 | 40
Missoun Missoun 406-, 8062% B8340% (278%) 8062%  8417% _ (354%) | 1 2
Central .87 :'B0T79% | B361% (281%)  B079% ' 8119% ; (040%) _ 8
Eastemn T112 ; 8588% , 8827% ' (239%)( 8588%  9081% i (402%) 2
T - Southwestem 81 , 69 14% 67 39%  1.4°~ 69 14%  6790%  123% | 2
7 Westem 116 4492%  5347% (855%) 4492% 44 71%  ©21% "l 38
Mortheast b02  66.55% 72 74% (619%) B655%  7555% {901%) | ©
Long Island Long Istand 89 ‘ 5618%  6328% (710%) 5618% _ 6896% (12 73%) 14 | 33
New Jersey 7 513 BB73%  7462% (589%) 6873% 77 71% - (898 "o
Central 125  5493% 5893% (40%)  5493%  6779% (12 _as=") , 35
T T T T TTNotheastem | - 97 | 7216% ' 7273% (056%); 7216% | 7635% 1 (418%) | | " " [20
T T T iRonthwestem 1097 6433%  7415% ¢ (§72%); 6443% - 7699% . (1256%) | | | 29
) o ‘Southeastern ' 99 | 78.79% & 7600% - 2795,  7879% 8154% + (275%) | | |10
‘Southwestem 83 6867% | B125% (1258%) 6B67% . 8279% . (1412%) 27
Pennsyhvania Pennsylvania 1748 , 67 88% 7191% {4 _03%) 6788%  7644% (8§_6°/) 4 12 _
T TT 0 TTeenwall T U389 T 8269% 000% | n/a_  B269% | 8589%  (320%) | |0 |4l
‘Coatesulle 305 - 6164% ' 000% wa 7 6164% . 6885% (7 21% 32
‘Eastem 349 7013%  7B29% (815%) 7013%  7715%  (701% 24
“Northeast T104  44.44% 47 48%  (305%) 4444%  6276% (18 33%) 39
" Pittsburgh 117 8120%  7982% 1189 8120% * 8208%  (088%) 7
"7 Reading 365 6355%  000% nwa  6355%  6882%  (527%) 31
Westem 109 7398% 8578% (1179%) 7398%  8608% (12 10%) 16
Southeast Az 7527%  7696% (170%) 7527%  8210% _ (713%) | 2
"7 Kentucky < Kentucky 113 6415%  7053% (638%) 6415% . 79 9% 5B 13| 30
Maryland Maryland | 141 7376% 7792% (410%) _7376% _ 7788%  (412%) 7 18
T T ennesses | Temnessee | 87 . 9195% | 8354%  Ad1% cG196% | 8461% | 7aaw | |71 |1
7 Tvigiva " Virginia U797 7390% 0 7025% | 365%  7390%  7888% . (498%) | | & | 17
W Viigina 404 7566% 80 31%  {465%) 7566% | 8462% . (896%) s 1
i T U Teentral T 103 7005% 80 02%  (997%), 7005% . 8624%  (1619%) | | 25
T TRemem i3l eiem T ssam (7% s1ean sdsn (i | |L L6
T T Southem 77977 77943% 1 8320%  (377%) ) 7943% [ 8047% ; (104%) 9
; ; " Westem " 1090 8522% 7883% é 39%  8522% ¢ 8183% 140w [ 3
Westemn - . 900 5539%  6503% ' (964%)1 5539% 68 85% . (1346%)
T T adoma T TAmsona i a0 S568% | SUBsw ) 1iG | Sbesw Tesm (o) | | s | 6
Calllomla ) T"356 " 54.06% . 65 33% | (11.279%). 54 08% 68 20° '., ; (1316%) 8
" lcentml " 76 1 3354% 1 4609% |(1254%) 33 54% o sATs% T@iedk) | T T
ST T Nomhem T 7200, 5279%  000% “na 3 5279% | 6376% | (1097%) | 36
'Southem | 80 6777% 7640% (863%)! 6777% . 7515% ! (738%) | | es
New Mexico ~ New Mexico 104 7019% 6630% 38%:  7019% " 7496% (@77%) ] | 10 {23
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Waorld Class " T

Level -~ ‘70'5-'-} -
90% s 4
-
-
Minimum T
Level  —= T
3006 W05+
kiti4 :'
W%
104 +

"

foral Respones 5519 3625 5519
Company Company Company Top 2 Box
Current Quarter Previous Quarter Year To Date 2002 Target 2002

Neither

Suongly Agiee Agree

Disagice

, 95%
Waorld Class

Leader in Water Industry QOverall Trend

Level  ~56%
85%
80%
75%
70%
65%
60%

Mimmum

Level

-~
o O

I PN

Q1'00 - Q200" Q300 * Q400 " Q1’0 Q201 Q301 Q401 Q102

~@— Total Agree

34 21% 34 99% 37 02% 35 74% 50 99% 50 00% 50 66% 53 67% 48 61%

-8 Strongly Agree

4 57% 461% 4 98% 4 15% 7 58% 6 68% 6 73% 121% 6 67%

—— AQree

29 64% 30 38% 32 04% 31 29% 43 32% 43 93% 46 41% 41 85%

—@— Neither

55 39% 36 17% 53 52% B 55 10% 40 01% 41 42% 12 10% 39 16% 42.17%

-.0 - Disagree

10 40% 9 15% 9 00% 8 58% 7 24% 717% 921%

¥ Revults not werglited
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Acreement that American Water System is a leader in the Water Industr

Curr  Current Prev Curr / Year To Year To Date
Qtr Quarter Quarter Prev Date 2002 Over/ ! Total '
Utility Total  Total Total ' Quarter’ Total 2002 . Under Agreement
Region Subsidiary Operations Resp Agr Agr Change Sat ¢ Target Target Ranking
Amencan Water System 5519 48 61% 5367% {5 06°) 48 61% 58 78% (10 16%) | Rgn | Util Sub| Oper]
IL-IA ] 669 54 03% 6248% (B844%) 5403% _ 6246% - (845%) | 3
C Hitinois T 875" 5407% 6226% . (819%) . S407%  6219% (813%) | | 5 |
o i ) ‘Chicago Metro , 303 ~ 2706% ~ 000%  na 2706%  4687% (1981%) | : 39
Eastern 100 5978%  63.34% (355%) 5978%  5377% ' 0.0i% 9
i ‘Nothem . * '80 54 10% B3B7% (977%) 5410% 64 03% (3 53%) 15
Southem 82  6489% 6020% 407 64 89% 66 97% - (2 08%) 5
towa " lowa - B4 5386% 6332% (946%) 5386%  6351% (9 65%) 6 16
IN-MI-OH 738 3878% 47 99% (921%) 3878% 54 70% (1592%) | 6
indiana T 290  4407% 4768% (361%)  4407%  5391% ' (985%) 11
Central 65 4297%  4455% (158%) 4297%  5139% S' ’ 23
_Eastem 79 4174%  4344%  {(170%)  4174%  5303% _ " 25
“Northwest 73 4658%  5513% (B 55%) 4658% 62 26’9 05 68%) - 19’
Southemn 73 4656% 4956% (299%) J656%  5117% (4 61%) 20
_Michigan __ Michigan __ 128 5703% 44 64% 1230 5703% 54“459' S 3 | 12
ST T ""Dhio =7 T Ohio T 300 T10%63% | 5019% (3986%%) 1063%  5981% (49 18%) | | 17 | A1’
Missoun Missoun 377 BA4T%  5555% n.m_ﬂ..,) 54 41%  5938% (397%) | 2 ]
Central | B8 4247% | 4678% (431%) 4247% _ 5442% | (11.95%) 24
" 7 YEasten 99  5876% 59 03 _(027%)  5876% ;_e:-}jg% L @TEe | L Lo
“Southwestern 79" 43043 4667% (363%)  4304%  5242% _ (9 38%) 22
Westem 111 3027% 36 o7°.f (580%) 3027%  4523% "(1256‘ ) 38
Northeast 549 4378% 47 14°% (3 35% ) A378%  5434% (1056%) | 5
Longlsland  Long island 86  3605% 3821% (216%) 3605%  4905% ' (1301%) | 14 | 3
New Jersey o T 4637, 4541%  5026% (185%) 4541%  5683% Tavdegy ] T 10
’ Central 13 3163 0 14% (8 51%)  3163%  4996% . (1834%) [ | 37
_ Norheastem 89 | 4607% , 5600% , (993%) 46.07% , 55 58% | (052%) | |
" Northwestem ~ 97 | 32 19 13750%  (531%), 3219% | 53 15 5| @0%e%) | 3
‘Southeaslern 91 |, 5824%  4255% 1569%  5824% __ 55 240% 1. 1
T T TSouthwestem 73 54 79 % 64 15% (0 36%) 5479% 64 87% “T(10 08%) 14
Pennsyhania_Pennsylama 1628 5001%  5598% _(597%) 5001%  5996% _ (395%) |_4 s | .
) Centrqlwv . 366 ; 5984%  000% na 59 84/0 66 os,a_»_ 624%) [ | | 8
: ‘Coateswulle 284 | 4014% _ 0 00% wa | 4014%  5221% @ (12 07%) 2
Eastem 333  3969% 4827% (858%) 3969% 57 72%  (1803%) 27
"Northeast 99 34 26% 5054% (1629%) 3426%  5461% (20 35%) 33
Piltsburgh 05  6381% _ 5556% ° Y23 6381% _6227%  154% | 6
) - "Reaging 333 T3504% 000% ~ wa  3504%  5439% (1935%)| 32
Westem 108 ' 5639% 6806% (1168%) 5639% , 8650% (10 11%) 13
Southeast 770 5796%  5914% (117%) 57 96%  6630% ' (834%) | 1
Kentucky Kentucky 105 51.47%  5591%  (3.459 a) B _-51 47%  6303% (11 57%)b 7 17
" Maryland Maryland 126 3B89% 32 B6% o'”“ 3889% . 5180% T pesin) | | 12 |8
Temnessee  .Tennassee 82 6829%  6081% 48 T6B29% . 7505% %, (6 76%) 1 1
‘Vugma  vegnia® 77 742 3201% , 3362% ¢ (1. 63% ) B201% " 5160% | (1959%) | 16 | 35
T wvigma  © 7 777 383 Te680% | 6974% | (294%)  6680% ! 73_4:5'_% TEesm | | 2 |
’ 7 7T central T 774007 6803% . 8093% (12 30%); 6803% . 7772% , (9“69“) 1 2
i Notthem™ "~ 112 ‘; '6236% | 6213% 022%  6236%  6988% . (732%) | A
Southem 72 | 6644% , 6287% ' 358% = 6644% ,; 70 24%0_, 13 80% ) B -
7 T T'westem T 7 99 ' " 6489% | 4926% (5 b‘3°’ T6489%  6631%  (142%) { i 4
Weslemn 768 | 3461% _4034% (573%) 3461% 4934% (1473%) | 7 T
P o i e e T mom [ | seese [ smsm T pw | | 157 %
Catfomia~ 3215 3228% + 3927% i (699%) | 32 28?{0_”' 4856% ! (1630%) | | 15 |~
Central 17778 2315% 1 2727% ! {412%) ' 2315% | 4671% | (23 56%) 40
T ~Nothem 174 | 3171% | 000% . na T 3171% | 49 68% _ ﬂ EEESN D A N
iSouthem 72 T38738% |, 4617%  (779%): 3838% . 5051% | (12 13%) 29
; “New Mexico ~TNew Mexico™ ™ 91 T 5055% 1 5174% T (0F8%) T s055% " s700% 1 ®ase) | | s [Tis

YRS R
ol N
PN S S

Wit b




SAB IS T TR i baad 4 by s o

1004 T
I)Dl‘jr -
Workl Class 1
Level -—-+®¥r+-
S() 7,
80 % Tt +
4 T
Minupum e 1
fevel ==50rT

S

0%

Total Responsex

5952 5952

Company
Current Quarter

Company
Previous Quarter

Company
Year To Date 2002

Top 2 Box
Target 2002

Very Good Newther

Overall Utility Value Trend

95%
90%
World Class S ST T
R
75% - o — —————
70% e / a \“f""_
5% -
60% - s 4\/ - -
. 55% — - & el W**
M WL _goes 1 e - g e e e e ]
45% - e - —
40% e — - -
35% e
30% - —
25% L= s =
20%
15% O -0 o~- £}
10% P S —
5% —— —_ _—
0% '
Q100 * Q200 Q300 * Q400 - Q101 Q201 Q301 Q401 Q102
—e—Tolal Good| 57 55% 58 61% 56 11 57 10% 72 49% 70.98% 70 27% 70 76% 67 20%
—e—very Good | 11 03% 10 75% 1 72% 10 40% 17.67% 1531% 16 53% 15 55% 14 78%
—o— Good 46 52% 47 86% " 47 39% 46 711% 54 82% 55.66% 53 74% 55 21% 52 42%
{—e— Neither 26 22% 26 62% 26 02% 27 27% 15 70% 16 10% 15 76% 16 88% 20 58%
. o - Poor 16 22% 18477% | 1487% 15 63% 11.81% 12 93% 13 97% 12 36% 12 22%
* Results not werphred
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Overall Utility Value Rating
Curr  Current Prev Curr / Year To Year To Date
Qtr Quarter Quarter ' Prev | Date 2002 Over/ Total
Utility Total Total Total  Quarter. Total " 2002 Under Good
Region Subsidiary Operations  Resp Good Good Change . Sat Target Target Ranking
Amencan Water System 5852 67 20% 7076% (3 56%) 67 20% 75 67% (8 47%) | Rgn ] Unl Subj Oper|
IL-1A 695 68 81 _7577% (6 96%) 6881% 791 12 (1031%) | 2
Tihinots 597 ' 6959%  7607% . (648%) 6959% . 7931% - (972%) | | 5
Chicago Metro 320 3813,° T 000%  wa  3813% 4915% (1o3%) | | T 40
Eastem 102 7869% 7131% U9 78BE9% o 7844% ° o25% | b 5
Northem 94  7522% 7609% (087%) 7522% ' 7809% : (2.87%) 9
Southern T8t 759%% 7952% (353%) 7599% _ BI77%  (578%) | 7
lowa lowa 98 6515% 7461% (947%) B515%  7840% (1326%) | 11 27
IN-MI-OH 798 6541% 6534%  0.07°, 6541%  7432% (891%) | 4
indiana ’ 308 7336% _ 6692% 'm% CT7336% | 7460% ' (124% 4
' Central 69 _ 8125% _ 6760% 13 C B125%  7725%  40% R
.Eastern B9 . 7688% ' 6546% }1___ 7688%  7637% ! 052 | | | 6
) o " Norhwest 76 71.05%  7000% I 0%%  71.05%  7704% - {599%) | | T |15
Southem T 74 . 5682%  6384% ' (702%) 56 82%  6763% (1081%) i 34
Michigan Michigan 140 6143% 56 14%  £98e. | 6143%  6300%  (157%) 13 | 30
Ohio T T ome T U350 T2543% 8654%  (3191°%) 2543% | 7366% (4B23%)| | 17 |+
Missoun Missoun 409 64 es% 7607% (1139%) 6468%  7890% (1422%)| 6 | 12 |
Central 99 ' 6803% ' 7203%  (40%)  6803%  8019% ' (1215%) 19
Eastern 110 6705%  7981% (1277%) 6705%  8500% (17 95%) 22
Southweslem 82  6707% 6778% (070%) 6707%  7726% (1019%) 21 .
Westem 118 4343% 5249% (9 06%) 4343%  5269% (926%) | | |39
Northeast 598 64 87% 64 77% D I, 6487% ©6968% (482%) | 5
N ‘Long Island  ‘Long Island 87- 5747% 5403% ; B4t 5747%  6613% . (8 bsn) i 14 | 32
New Jersey ) 511 6643%  6915% (273%) 6643%  7267% ° (624%) 9
Central 123 4386% 4763% (377%)  4386%  5844% (14 58%) o 38
. . . ... Nomheastem , 99 ':LGLGB% PI74712% ] 18 44 :LL_.67 68% 1 78 93%_'-, i)t ). ]2
Northwestern ¢ 110 _ 74 37%  7898% . (4 59% ) 7437% 76 78% | (241%) 10
i iSoutheastern ' 101 ; 8634% ' 5800% e | 8634% | 6609% | 0D4% 23
‘Southwestern 78 6538% B8 18% (3 no Te538%  7448% @ioy | T 7T 26
Pennsyhvania Pennsylvania 1722 67 83%  7318% (5_35%) 67 83% 74 53% T {6 70%) 3 8
‘Central 402 7407%  000% na  7407% ' 8342% | (935%) 12
Coateswile 296 6554% 000% ' _ma 6554% 74 10% (8 56%) 25
Eastem 349 6250% 7878% (1628%) 6250%  7783% (15 33%) Tl 28
Northeast 102 5000% 5834% (833%) 5000%  6055%  (1055%) "l 38
Pittsburgh 13 7434%  7001% 343, 7434%  7665%  (231%) 1
Reading 350 5754%  000%  nla . 5754%  6748% (994%) | 31
. ‘Westem 110 7 8158%  8664%  (506%) B158%  8364%  (206%) 13
Southeast ] 831 7570% 7171%  399%  7570%  8030%  (460%) | 1
Kentucky “Kentucky 113 8526%  7368% . [1458%  B526% i 823%% | £87% 1 1
Maryland ‘Maryland 140 ' 5571% , 4B65% o7= S571%  6245% . (673%) | | 16 [ 35 ’
Tennessee  Tennessee 88 85 23% T7763% 7 8523% 83 asm_»j B | e |2
B T T Virgma T Viigma 78 6596% 62 99% T6596% _ 7791%  (1195%) 107 | 24
) "W Virginia s 412 ' 6939%  T714B% (207%) 6939%  79.72% :(1033%)| | &
__Cenral ) 106 6650% 6997% (1 4 %) ' 6850%  8121%  (1271%) N 17
o T TiNothem” T 715 T 7209%  7883% 5%) " 7209% . 7914%  (705%) | 7T |T1a
" 77 Southem 82  7306%  8309% (t()‘oa%) 7306%  7854%  (549%) | 13
i Westem 109 ' 6883% 6706%  17Bs  68.83%  76.40% - {758%) | 16
Weslem 899 6072% 6511% (438%), 60.72% _ 7096% _(1024%) | 7
Anzona_ “Anzona 438 | 68 16% | 7333%  (518%)  6816% | 7500% . (684%) | 7 | 18
- 7T “caitomia T 387 T 5621% ¢ 65 oo°, (380%) - 56.21% | 7061% | (14 40%) 15 |7
Central 79 4651% & 5946% (129 "5?" 46 51% | 67 58% L (2107%) | R R4
i ) _{Nothem " "199  6194% | ooo "'FITE"""' 81 5'34_,;" D 6948% t (754%) | | T | Tes
T T T 7T TTiSouthem 79 [ 5735% | 6B20% (1085%) 5735% - 7238% , (1504%) | | |33
“New Nexico ~"New Mexico ' 104 " 75 6% 63 04% 135290 7586%  7494%  ua | | a3 | 8




Performance
(Percentage Very Satislied and Satishicd)

70%

65%

60%

55%

50%

45%

Quadrant Chart Guude

80%

75%(

@ r:.SErfenéths ~

Lngh Performance/l ow Importanee ]

[ High Perloenanc/High tmportance l

70%T = Aunbutes located 1w ths quadrant are

* Altnhules loeated i thes quadrant are

fcsy important 10
satisfacondvaltue reative ta other
aunhutes Although less
nupurtant, diey are sull detruacting
40%t  Irom overall sabsfachon/vahee
and should be o sccondary wrget
for rmprovement

45%

(Percentape Very

35%f

I . Secondary; I
Improvemenis

= price al entry - they we expucted key dnvers of overall N
.;i 65%F They do not add to overall sainsfactiodvalue  They add
z satnslaction but wall detracdt from o substanually 10 vverall
< U perfarnxnee decreases salisfacon/vatue and are hey
=3 2/ 4
Y= 60% sirengihs
3
22 -
T3 55%
=
=< Low Performuame/! ow Impartaney l l Law Pertorusucee/High tmportance ]
o 50%)] o Atnbutes located 10 this quadrant we | ¢ Atabuies located i s guadrant are
] t

huy drivers of sausfaction/value
They are detracting from overail
salisfaction/vihie because of
poor performme icsuwe 1o
other attributes  These aitnbutes
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improvement
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-

30% '
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¢ " |understandable
Water
appearance ¢
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’ * .
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BR8] InTERNATIONAL!
November 2002

\Y_%i\f—\merican Water System

Customer Satisfaction

Company Overall Mcasures

Third Quarter
R

Date Surveys Mailed 9/12/2002



Customer Satisfaction Summary

1. Satisfaction with American Water System overall:

75 76% of our customers are sausficd wih Amencan Water System overall

.
» 12 65% of our customers are not satisfied with Amernican Water System overall
o Yhe year end 2001 weighted score [or total satislachion was 77 83%

s

=D Ous company ot o 2002 ¢ to have 142 ot our custmmors satndied wath Amncncan Woater System averall. Tor Quarter 3 2002,

weare helow our 2002 goal by 566%
Nimimium Leved LG U 2002 Waorld Class Luve)
0% AR SNV Gual 35%

] enamt ts

Lgiriom b it e
ey iy vy

g
Ty | 1=t I-—-r-*—rl - m-—-‘ 1-r1~v-l-|-r -1 |—v—r—-.| ]‘1'! t'rl

e §5%  60%  65% TO0%  T3%  80% X5 0% 957 100%

PSS ————“— S ———— ——— R——
° s

0% Sue  10% 15w 20% 5% M0

2. Satisfaction with the water quality oveirall:
71 07% of our customers are saushied with the water quality overall

18 44% of aw customprs are not satisfied with the waier qualuy overall

The year end 2001 weighted scorc for 10tal satisfaction was 75 61%

Qut campaay target o 2002 1 to have 7951 % salisficd sath the water guahty everall For Quarter 3 2002, we are helow aur

target by 6 4495

TR Minimum [ evel 2002 World Class Level

wetinfn aan 5% Target Pl

)| 1 {
L AR A (T

e E—— —
! 1 1 1

60% 65%  T0% TS BO%  HS%%  Y0%  95%  Hdve

‘1‘1—""|"’r'l-" L ad I“‘I‘v“l B ] rI -l 1 '-r—| -t

0 5% 0% 15" 20% 254 30% 35% 0%

3. Agreement that American Water System s a {eader i the water industry:

49 37%4 0 our Lustoriers agtee b we ate s deades o thu waler industry

N
o 7435 0l our customers do nut ageee that we are a leador m the water industey
I'he year end 2001 werghted scure for otal agrcement was 50 789

Our company targed e 2002 s (o hone 83 78%% agrecthat we e a boader e the water indisy - Tor Quarier 3 2002, we

are bdow our taaget by 9 41%6

IERVIIY Minumunm Level 2002 World Class Level
IR e 0% Target 90%
Py |i T 1{ T | } { l' e 'l T ':L' =1 rI‘r-v ™ -1-1 1=t J [ e 1—-|—-r~l-\-vﬂ-v-
R P : 7 5 ]

ranadoe Spras. s
e

- PR R
i e
Y e oed m-—ww-ﬂ-,w -
TR Y ety s

b = i
T .Iv T 'l LR S i"'l"‘l' e} I""“"l ]"Y"‘ |-1"l [ g I—v—rﬂ -

0%  75% H0% B5% 9% 95%% 100%

v ST .
T

e

1
0% S% 10%  15%  20%  25%  30% 35%  40%  45%  50% S5 60% 65

IIlll‘l‘ 7T
1 1
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4 Raring with the arility value 1 eceived from American Water System:
06 71% of our customers responded that they receive a good value for their unhty dollur

16 33% of our customers responded that they do not reeuve a good value for thar utihty dollar

The year end 2001 weaghted scere for total good value response was 70 97%

}_-;_.:> Our company target for 2002 1 9 e 7507% ol our cstomer s respond that they receive
dollnr lor Quarter 3 2002, we are helow our Lirget by § 86%%

agpe

bod value for thewr utibity

Mimmum World Class
Level FET I 2002 Level
50% EECFR TN AN Target 8004

Yl
H
11‘{

e

"

YT

—r—r—n—v-l—r—-\—v——n-[-:-l—l-v-l'x 1

P g

TEi

 e— ——————

10%  15%  20%  15% 30% 40% 45% 50% S5% 0% 65% T0W

'

=

5%

T e e

80%  B5% %

1 l“I"‘I—i’ﬁ‘lﬂ ]

95% 100"

Satisfaction with American Water System Overall

Top Ten Operations

A}

Cuirent Quarter Rank Utiity Subsidiary Opcrations

Quaiter 3 Tatal Satisfied

1 W VIRGINIA NORTHLRN 92 88%
- 2 PIENNSYLVANIA PITTSBURGH 90 32%
3 NEW JERSLY SOUTHWISTERN §9 5394
a7 1 ILLINOIS LASTERN 89 8%
5 KENTUCKY RINTUCKY 87 30%
. o MISSOURI CIENTRAL §7 46% o
7 INDIAN A NORITIWIST T T sease T T
T T PENNSYLVANIA WLSTIRN 856 20%
T T e MISSOUR! [ ASIERN 85 79%
10 W VIRGINIA SOUTHERN 81 94% -

Pape 3



Satisfaction with American Vrater System Overall

100% - -
, : 12.65%
World Chss Level 290’_““'___ o - L VR
85% 80% - T
70% 1
Mimnm L eved
o) 60% 4
50%
40% 1
30% -
20% 4
10% 1
0%
Total Responses 6490 ’ N
Company Current 'op 2 Box Gual
Quarlel 2002
Very Sutisfied B Satisticd Neither [} Dissatisficd
Satisfaction with American Water System Overall Trend
100%
95% '
90% ’
World CI a5y | .
[ evel ~ |
S0% S g O g
75% = e Q)
7 07 / I
74 - T
o e |
65%% e Qe i Qe o= - :
Munmoam . gaug M \"_—-F_.
Ll 55%% ”.;_,——t . / |
S T
50% !
45% i
40% :
35% :
30% - 1
25% . ]
2004 e O o — .
LU i
15% +—o 5 5 \ o o o S
10% +4—O o) Q o=—" 3 O © __8————]——5
—_——
5% 1
%
a1 oo Qz2'00* G3°'00" Q4'00" Q1o Qz'01 Q3’01 Q4'01 Q3'o02™
~-O-~Tolal Satisfied 84 0% 86 05% 66 05% 84 63% 78 2Th 76 97% 79 62% 77 25% 7575%
= O~~Very Satsficd 0V 2% 0 26% D 92% 9 83% 92% B 49% H64% % 89% HUT%
—— S alisfied 83a7% 55 70% 55 8% 54 80% 62 26% 6148% 64 98% 6136% 5159%
~=iB— Nelther 2155% 20 23% 20 8% 2163% o B% 1150% 8 00% 0 60% n58% N
O Dissatisfied + 26% B 72% 13 82% 0B 74% 160% 152% T 38% T 5% © 65%

* Results not weighted
[ TY AWS tend does not include Q1 and Q2 2002
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Sutisfaction with Amernican Water System Qverall

' i Q3
, - Curr, Curr.f Over!
»Qur Current 4'01 .
> Uuhty X Tatal . Quarter  Q4'01 Q?,‘,,.,cr 2002 l‘_’,’("g';r Q3 Total Satisfaction
Regon Subsidimy Operations ‘Resp . Jotal Sat Total Sat. Change I Gaal -('"-m:l Ranking
Aniwncan Water Systam : 6490 75 6% 7725% {1 49°% ! S142% | (566"4) ; Ryn Unl Sub Oper
NOURTHEAST i ] 493 ¢ T3INR% 73534 (041%) 1 7783 ¢ (471%) 4
| LoNGIstanD ! ! | 83 64 77% 64 52% Olva 7199% , (722%) 15 35
| NEW JERSFY | {05 74 88" 76.32% (1450, S135% , (647%) 9
, . SOUTHWLS ILRN ;86 893i% R0S6% T N vy | BT I8% 3
i ' NORTHCASTLRN Poas g 80 00%% (329%) ' 8248% (577%) 7
! NORTHWESTFRN 68 64 8% . T720% (12379, 8153% , (16 75%) 32
1 i CENTRAL 91 5380%, , S55!% (2 01%) 6740% {13 $9%) 39
] ‘ SOUTHIEASTERN R4 TE00% 73 (0% Thm. 0 81%2% ' (092%%) 20
SUUTHEAST | 7 1 79 R0 75 905, a1 RARAK T (5000%) 2
' KLNTUCKY 87 50% 69 15% e 8523% 2 (. 1 s
i OMARYLAND | 133 67 60" 81335, U367 B1I8% (11 52%) 14 27
© TENNFSSEC 97 e S1d4% ! 7834% 3w 87854 1 (0 A1%) | -\ . 3 12
b VIRGINA ROt A0 1N 76 034% ERE §3064% (3 dava) 5 14
TOWMIPGINIA R4 T 78 065 (3 4924} 33.40% " (0 93% 10
) ¢ ENTRAL 90 | T484% . 7385 [ $632% ' (1148%) 21
] ' WISTERN 88 ¢ Go¥IN T 79 13% (1232%)  8131% (14 50"%) 25
B ! SOUTHERM 100 ¢ KE4%4% | 89 56% (7629%) B4 18% ; (2 22%) 10
! NOR THEEN 106 | 9288% . 9040 YN 84807 1w t
NESTFRN , 1060 | 6708% | ¢906% (1 98%%) 7450% (7 31%0) 7
ARIZONA 480 1 T220% LGN (9%a 41 74 Su%  (2307%) I 23
y CALIrQRNIA - SO6 ! ebium ! 60 0N% (4 09%) T4 | (10 00 16
: ! SOLMIHLRN %3 7740%, , 77 11% e 79 83% ¢ (2 3400 15
B ' { ENTRAL oR g g284%, 1S5 1an. (1230 62 81% (1997 31
\ NORTHIRI L2 ' Qi T ' NA NA o8 0% (4 61%) 30
¢ NCNTINICO | 74, I50T% 1 6923% 150t TRA3% . (2 T64) 7 13
WLST CENTRAL ' ’ T T2 L koYU (8 73%) ®4389%, 1 (12 2199) 5
roonas 625 1 7156% 1§96 (3 049%) §3 W | (12 23%0) 13
{ ! EANTERN 93 | $938% k 8109% R 8388 |z (? 4
) g NORTHERN 93 | 7173% 1 8460% (129380 ' 82 .53% (10 807%%) 25
) | SCGUTHLKN K 6l G7% | T452% (1345%)  8551% (24 44%) 17
i | CHICALD MLIKQ | 352 | 6n76% ' N/A . NIA 7001% | (3 25%) 29
i 10WaA ] {169 | 7506% 1 §59%% | (i089%)  8798% {(1292%;) 3 19
FASTCENTRAL f ! [1250 1 5038% 1 7503% ' (4469%) 7$7% (8390 § 6
P INDIANA 330 1 e v 123 L (a ek L o193a% (i) 12
¢ ! CINIRA 7§ 7192% | 8296% (11 D484 79 20% . (720%) 24
' . LAS RN 91 [ 6S08%W | 60 593 (15180) ¢+ 7923 (14 154 L1
\ | NUR THWEST 5O ' Sodd%s | 5378 . e, $261% | i ou. ?
' i SOUTHERN L G820, 909, (1426% 779805 (13 155%) 33
TOMICHIGAN T 103 | BUSK% . JIn8% ) A TEAIM L L il 13
\ OHIC i %20 0 G001 ] 61t0% 1 (1 avta) 79 6a% 1 {19 65%%) 17 18
PENNSYLVANLy, PLNNSYLVARIA 1786 | 9%% | T8 2% 1 S061% | (127 3 [
] | CENTRAI 359 [ 8183%  NA . N/ 80 B¥% , (5056 1
! $ CUATLSVILLL 115 1 6567% ! Na . N/A 73532% (Y 03%) 30
| ] LASTLRN Poatd | 7348%% 1 S079% o« (70%R) R200% (8 5N%) 22
i ] NORTHEAST RO 1 6701% 1 6428% | A 66 44% 1 117, 26
] | PITTSRURGH 93 | 903I% $148% ,  suba 8628% , -1ao 2
| | READING LB ¢ 0482' | NA L ONA 72 57% | (7 T5%) 34
) . WLS1LRN P 8620% 3 8770% () S00%) 8Y R5% ' (3 03%) 3
MISSUURE 1 MISSOURI ! 01 ) B1SRYC P SVA8L 4 (P 0640 SIRI% (4239 1 2
! ] CFRTRAL 9l . 8746% 1 793/e izt SIBI% . Lush [
! EASTFRN 109 857" b $8S8% ' (27Yl) 8Y 93% . (d 14%) 9
i SOUTHWESTERN 93 L J7a1% o 0¥9Me 1 <1 75 17% T 13
) i WLSILRN 9% 5N 1S4 10% 15 70%,) 5400% | (409%) 40
Page 5
<




——

J

Mo Level

—rne
Y

Satisfaction with the Overall Water Quality

Total Responses 6288
Cotnpany Current . Top 2 Box Target '
Quarter 2002
Very Satisfied Sausficd Neuther [[] Dissausficd
Overall Water Quality Trend
100%%
95% |
W u; 1d € Il:i_\_\ -90% | o
L0
85% |
0% |
Mounisn - gca. - O e« Oty e O) 1 »
[eved _. /’ “"*0
70% p S —
. O s Qe st b O
65% '
60% — ! —
55% — e ]
50% !
45% i
40% :
IS :
30% =
25% ]
o
200/0 T 1% g r . _,8 ———— _8...-.------8 — i -~ 0
15% & Y Sy S T %"'*- el
10% —cs = — — +
5%
I
0%
Q100 Qz2'00* Q3'00" Q4°00" Q101 Q2o Q3'o1 Q4'01 Q3ro02-
~-O-~Total Satsfied 66 76% 67 ©% 68 48% 67 0% 74 76% 75 0% 76 57% 7563% 7307%
~=O-=-Very Satisfied L R% # 93% 6 02% TITh B 56% B 6% B B% 17 5% 6 43%
| —— Satisfied 5164% 52.8% 52 45% 53 30% 56 2o 55 85% S8 39% 58 0% 57 64%
~—B—- Neither H 53% B 74% 2 89% 13 39% 8 37% 8 26% 6 84% 7 84% 8 49%
O Dissatisfied B7F B W% B 64% 2 60% B E7% T &4% B 6% G 52% B 44%

* Results nat weighted
AWS rend does not mclude Q1 and Q2 2002
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Satisfuction with the Overall Water Qualicy Rank

! .
| iCurr ; c Cur.r(.){ : 0?31_/
' tr urrent 4 '
Utiley ! %l?)lnl 'Quarer  Qu01 Q?mrtcr 12002 Ll?,g;r + Q3 Total Satistaction
Region ; Subudiary l Operatuons ikusp.;'l’olal Sat TotalSak.  Change | Target 'l"—zrgct . Rinking
Amcncan Water System . {6288 1 TOT% | TS0 (256°) | 7951% (G44°%) [ Rgn | UnSub | Oper
NORTHEAST ! | 477 1 68968 ' 7274% (37890 1 T525% 4 (0 52%) 5
. LONGISLAND P85, 6235% | 6128% (00394 * 68965% (6 61°%) 14 30
. NEWIERSEY ' - 392 1 T030% 1 T462% , (420%) . TTTI% (7 15%) 10
! SOUTHWESTERN 82, 91a6% 0 ¥l 25% sE o G279 M 3
) NORTHLASTLItN 710 T3IN I T2TI% PN 7635% (1 12°%) 20
: NOR FHWLSTLKN | 66 ' 4787 THI5%  « (2028%) « TV (29 1) 4D
! | CENTRAL | 90 + S312% | 5803% (5819 6779% (14 67%) 38
) SQUTHFASTERN 93 5 A6 ' 7600% ¢ (131"w 1 8] 354%  (085%) 18
SOUTHEAST 730 Ri 992 76 Y0% 390 8240% (D 41°a) 1
Y 63 8259 , T0SI% , T 7906% AT 2 s
MARYLAND 127 64 6% 77929 < (1336%) | 77888, (13 32%) 13 29
TINNDSSET Poox v 7934 . 8354% (420%) ! B46I%% , (527%) 5 11
. VIRGINIA ¢ 186 1 7136t 0 0257 N P78 38% 0 (0a2%) 9 21
W VIRGINIA ¢ ' 368 §635%  ROM% AT R462% Ty 1
CLNTRAL PUORST 97349 0 K0 02% IR P (S K LT LA 1
i WESTIRN 35 GS 695 78 81, (137 i4%)  R183%% (16 147 a7
SOUTIFRY 98 TH18%e - 8220% (5 05%y B0 A% (232%) 13
NCRTHLRN o 100 86 34%% 81 37% ur $2 75% v 4
WES LR 1019 " 01 (5% 42 03% (38 08 $5%% (7 708 7
ARIZONA 456, 6220% | S455% Tt L 65TME (3579 15 3l
CALIFORNIA 493 (R 05339  , (532% ' 6822% (822%) 16
. SOUTHERN R0 TS 7640% 1 (123%) IS15% , b 17
' CLNIRAL Vb6 b 3T7S2e | dampsh . (X37R) 54 75% 1 (17 24%), 41
' NORTHI RN L 59 14% N'A N/A 63 76% | (4 62%) 24
PONPWMENCO | 70 7 000, 6630% 1 % nw s T96% T (d ) 11 23
WILSTCENTRAL! [ 1710, 6%517% + 8101% | (1283%) |, S199% jr1382%) | ¢
ILLINOIS | |60 | 6635%  S103% . (1528%) , BLIT% (1482%) 12
: ! TASTIRN en 0 6549 8765% T (1101%) . B4 bo%h ¢ (332%) 15
i NORTH! RN LN 601 8OI% | (1374%) , 7643°% | (10 20%) 25
! SOUTHERN 184 1 5406% ' 7790% | (2V84%)  8224% , (28 18%) a7
v ! CHICAGO VETRO ] A9 74 63% NA L NA L, T6T4% ) 2 11N) [ )
IOWA | 106 T678% ; /S01% ! (183w | 8515% (817%) 6 15
£ T CENTRAL F1230 ' 711ses 7416% (T84 78 10% (7 28%) 1
INDIANA \ | 321, 7364% ¢ 7425 1 (0380 1 TR40% | (485%) 8
CENTRAL 73 7028% 786390 1 (BA0%) . TDTO%  (V42%) 22
' LASTLRN U89 1 0520%  CSdo% | (020%) 7736 {12 10%) 23
NOK I HWEST TS 93R5% ] RINO% T cust 0 REAY% e 2
SOUTHLRN L10Y P 6606% | 62R7% T U T438% (41200 2
MICHIGAM | 100 ' 8200 F O7488% 7 i1, P o8067% ' 1, 3 10
. QD | 809 ' 38280 o T3 ; [IS45%) : S121% {220h) 17 15
PENNSYLVARIA! PILNDYL VARIA U2 73 TIYI% C e 16 84% 1 (2 09%) 3 7.
1 CENTRAL 350 7Y 800, NIA N/A R589%% (70080 12
COATESVIILE BPAY 5969% | N/A N/A 6885% (9 16%) 33
. ! EASTERN 104, 0S99% ' 78207, (U3 |, T715% (B 16%) 24
' ! NORTHPAST S 02037 | 474¥% 14z e 1 6276%  (073%) 32
. , PHTSBURGH "9 8241% | TYN%A ey ¥208%. ¢ .. 9
i . RLAUING 72 5811% , NA . NIA 6832% {10 71%) 36
i ! WESTFRN o ' 8454%% | §578% (120%) » R608% (1 5C%) f
MISSUURY MISSOURL i 14 939 | B4 (101%) 8417 (4 73%) 2 4
! 1 CLNIRAL %8 ' RS541% | Siol% [ T I [ 5
! ¢ EASTURN C104 81189, | RR2T, .+ (5004 " O08I% (7 51%) 7
i i SOUTHW ESTFRN [T 78020 | 6739% 1 1ar¥ae | 6790% 1 avilw 14
| ! WLSTERN o9 q84/% | 5347% L (AOUR) |, 44 TI% ¢ B 19
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Agreement that American Water System is a leader in the Water Industry

* Results not weighted
== AWS trend does notinclude QU and Q2 2002

Page 8§

100% 1
World Clasy Level X
Sove 0%, e e e e e e e
S0%
70%
60%
Mo besel cha
0% 50% -
40%
30%
20%
10%
0% )
Total Responses 5775
Company Current lop 2 Box larget
Quatter 2002
7] Strongly Agree Bl Agree Neither ] Disagree
!
Leader in Water Industry Overall Trend
Y 0
5%
World Clays -‘30":) . o . e e e o -
Level 70 |
83% B :
§0% = (
75% ‘
70%
<o i
63%
60%
A 55% a e ———
SMinunugim
0,7 -
I avel 50%
45%
40% o G
O e q” .
35% O -0 o ;
30% —e i
25% ;
20% i
15% i
10% Q o) o 1% G 1
504 - e - S - Y - Sl J's
J70 Q L e e AN SESEES O i
l)ll
0% Qoo Q2°'00* Q3’0" Q4'00° Q1'01 Qz2'0 Q3'm Q401 Qa'oz-
T l~0= Total Agree 34 2% 34 99% 37 02% 3574% 50 99% 50 00% 50 66% 5367% 4937%
==~ Q- Stronqly Agree 457% 46T 498% 445% 7 58% 6 6B% 673% 7 27% 6 88%
—@— Agrae 29 64% 30 38% 3204% 3120% 43 4Th 43 32% A3 93% 46 4Th 424%%
~—@—Neither 55 39% 56 7% 5352% 55 0% 400F% 4142% 42 0% 39 6% 43 B%
© Disagree D 40% 8 84% B 46% 8 5% g 00% 8 58% 7 24% 170% 7 43%



Agreement that American Waler

System s a leader in the Water Industry

i i ' [ .
i E %c(}'"'i Current ' C(‘z';,r('”’ r i o?ir/ :
! ; tr ¢ Curren ; ! |
o iy ; ;Tmnl ¢ Quarter ' Q401 | Quarter i 2002 [ Uzl(l)g;r ; Q3 Tu;zlu‘;\k%:;ccmﬂ“
Regron Subsidiary : Opcrations :Rc\p ‘Total Agr. Total Agr © Change . Target i Farget | 8
Aniencan Wates Systemi i 5775 : 49 37% $367% (430%%) * 5878% | (9d1%) | Ry CnlSub | Oper
NORTHEAST i © 445 ] 36 70% 47 14% M) Fo2a3a% ' (T03%) [
LONG ISLAND ! V77 4285% 3821% Yegt T 4903% b (620%) 12 25
NEW JLRSCY L 368 1 4747 50 20% (279%) ' 3683% ' (D 30%) 10
» ' SOUTIHWVE STERN 180 . S875% 64 15% (540%) ' 64 87% . (6 1284) 8
v i NORTHFASTERN 1 71 1 4507 56 00% (1093%) | S558% {(1051%) 2
! NORTHWESTERN P60 . A3T3% 37 50% BV L 33150 (942%) 24
: i CENiRAL R0 ] 2% 3% a0 14% (1181%) | 4996% | (2] 63%) 39
. ! SOUTHEASTERN 171 b oagosu 42 55% SS0. , 3584% | (779%) 18
SOUTHEAST | . | 670 ' 4977% 59 14% (937%) | 6630% (1653°0)] 3
. ORENTUCKY | 160 1 36G60% 5591% AR 1 6303% T (637%) 3 10
MARYLAND 1 I tus 30 5% 3280% o« (2319%) 1 S180% (21 25%) 16 37
TLNNLSSER | 89 | e297%% ' 60S1% 1 L 7505%  (12138) 1 6
1 VIRGINIA LT 3305 3V 62%% WSMe) ;51600  (IRSTV) 15 36
W VIRGINIA | 339 P 4521 69 74" (2451%) | 7345% (282294 11!
CPNTRAL ) 997% 80 93% [4090%)  7772% (37 75%) 30
WESTURHN 7 14 60% 19 26% (406%)  G631% (21 71%) 23
SOUTHLEN 92 60 S8%e 62 %% 1220 . T (9 60Y6) 7
NORTH¥ oM | 95 74 T6% 62 13% et Y 6968% T 1
WLSTLRN Pgwe TO333T% 40 M4% 16979 | 1933%  (1597%0) 7
ARIZONA © 195 1 3710% 3333% S9T T I89T% (1 0TG) 11 32
CALIFORNIA P440 1 3015% ¢ 3927% (9129%) | 4858% (18412, 1?7
SOUTHERN P72 0 410%% ' 4617% (S 14%) ' 50517 |, (948%) 29
CENTRAL L 18 1055 7%, (D0SN) 3 10 70% (28 52%0) 41
NORTUFRN 1280 , 27%2% ,  N/A NA T oaste (22 1t 49
NFVW MENICO o7 S241°% . SI W%, wanive D STO0Y o (4 39%) 5 15
WEST CENTRAI | {657 | 4D26% 6248% o+ (1322%) | 62a6% (320 ] 4
1 LINQIS 535 1 4878% ! 6226% * (1345%) | 6219%  {1341%) S
EASTLRN TS0 0% 51% 03 31% PRk 3
R ' ! NORTHIRN kS B01% , 63I87% ! {1580%) | 6403 | (16 0%) 20
i SOUTIHERN v77 4705% |, 6020% (131592 1§ 66 97% , (19 92%) 21
: CHICAGO METRO '317 0 2839% NA N/A | 468’7 | (18 487%) 38
0% A i 1102 ' OSIVTG 63323 p (1195%%) | 63 51% (12 14%) 7 16
£AST CENTRAL | \ L1149 4737% o 4799% | (0025 | S4T0%  (7.33%) 5
. INDIANS | 206 ' 48429 1 47089 1 oo, D sioiss (S 9
CPNTRAL 69 48 D% A455% | 4t S§139% 0 (243%) 17
FASTFRN 3] 4803% 0 d3ad%, g 1, 5303% {5 00°0) 19
NOR TN LS] , 50 56 00% S5 13% 1 uxce L 06220% ) {020%) 1]
SOUTHLRN .96 17 45% A9 Se% L (121 51 1T 11y 724 31
MICHIGAN . ol 54045, 430647 e SdA6%h | s s 4 12
OO 1762 41 "0% SG19% | (849%)  S981% (18 11%) 13 27
PLENRNSYLVANIA - FLVNSYLVANIA " 1594 50 Y0% SIYNY | s S 5990 1 (3 06%) I 2
] CLNTRAL i an 6351 NZA N/A o O8% |, (2 579) s
COATESVILLE 299 36 5% NIA NA §220% ! (15 76%) k§)
EASTERN | 364 41 83% 4527% ¢ (644U  STT2% (15 89%) 26
; NORTHEAST D) 4 48% 50 54% (9 0670 54 G1°% | (13 1Vh) 28
) FIITSBU RGH 86 6627 1 5SS6% | 1T 6227% 4wy 3
] i READING 147, 3557% NIA N/A 5439%% {18 82% 34
| i WESTERN .97 69 80% ., 6806% yT 66 50% ¢ 1, 2
MISSOURI MISSUURL | 354 5192% | 3555% 3o 59 38% 1 (746%) 2 6 '
: ] CLNFRAL v7R §279% | 46 7% PRI 54.42% (1 03%) 14
| ! EASTERN to97, S3R1% | 35903% ' (522%)  633Y% (9 08ld) 13
| ! SOUTHWISNTERN , 87 §562% | 4667% 11+, 5248 7w []
| ! WFSTERN 92 ' 3360% L 3607% (2 479 4523% (11612 - 1
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100%
90% +
80%
70% +

60% +

World Class | evel
Bow

Munmrin T il
SO0

Total Responses

6335

Company Cuntent
Quarter

Very Good

B8 Good

Neither

Top 2 Box Target

2002

D Poor

Overall Utdity Value 'I'rend

P
1% |
95%
90% ' -
Waikd Clas85% l
Level —80%- ! [
|
75% —
700 Pttt © TS YN ST P
.,J". N'l“ ""--..,0
65% — .
- |
‘)0% Py S P Re] 8 s carns. O, T
5% b - —_——
.\hnhnmn5 0, // \]l\.
1ovied ’ > —— P o
45% ]
40% g
35% i
30% |
1) o e M 4
25% < . ,
‘)00/0 1
209 NG ]
15% Q o o Q = = ko = 8____——_-3—————Q = I
10% [« M, pe L © T o o - X
+
5% i
0% v P — P ; = : " —
. Q1roo Q2°'00 Q3'00 Q400 Q101 Q201 Q3'01 Q4°'01 Q3°'02
~O—Total Good 57 55% 58 6710 59 11% 57 0% 72 48% 7C 98% 7027% 7076% 86 7%h
~~O~=~Very Good mn03% 0 75% n72% 0 40% 7 67% 6 3% B 53% 5 55% B 28%
— Good 46 52% 47 86% 47 39% 46 7Tn 54 82% 55 B8% 5374% 55 2% 51439,
—8— Neither 26 22% 26 652% 26 02% 27 21% B 70% B 0% B 76% 6 88% B 96%
O Poor B 22% H77% 1 87% L 63% 1B 1% 1 83% B 97% 12 36% B 33%

* Results not weighted

** AWS trend does not mclude Q1 and Q2 2002
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Overall Utiity Value Rating

3

B ! B
: Curr. ! Current ! o ' Curr./ Ogjr/
i 1 Qtr. uarter | Q401 4'01
- Uty ?’l%(al : QTot:xl . '?ol-.nl Q?m’tcr 2002 l;'(')gﬁr ‘ Q3 Total Good
Repion Subsidiary | Operations ‘Resp | Goad ' Good Change Target . T.lvé.cl ‘ Ranking
Amenan Watws Sy stem , 6335 ) 6671% p 70 76% (4 05%%) l 7567% \ {(896%y) | Rum Unkseb | Oper
NORTHLAST : T48G | 3B88™ ! ud T7% ($39%) |, 6968% (10 8iAy) 7
10NG ISLAND T8 S3STM | 5401% 0 (D40t 66 13% | (12 56%) 16 3
} MEWJERSLY A2 L S9Ye% a0 1 19%) 7207 1 (1271%%) 13
i ) SOUTHWESTERN v 86 ¢ 7093% ) 6R18%% 1 i.wes T 7448% 7 (355%¢) 19
i ) NORTHEASTERN V71 6YIB% Y T4 12% 0 (J074%) 78 98% | (1560%) 23
| NORTHWESTIR™ b7 Y 17S8% ) 78 Y0Ye l (31 38%) | 76 78" | (29 20%) 37
: CINTRAL C0d L 4136% | 1703% | (627%)  5844% (17 08%) 39
: SOUTHEASTERN 84 6666° | SR00% 1 wena 6609% + it 20
SOUTHEAST | 752 7213 N i B0 30% | (817%) 1
I RENTUCRY 02 7903% , TI6EN 1 vy 8239 (3 367 1 4
I MARYIAND 132 S6R1% ! 3865% 1 i1 6245% (3 64%) 15 32
© TLNNLSSLL ! , 958 TR ' TT70WL ., . RIRY, - (doany 2 5
t VIRGINIA 86 o0 4%, 62 90%, (225%%)  7701% (17 17%) 12 29
POWAVIRGINMA 377 6O 18% 1 TI40™ , (228%) 79 72% (10 S 7
' : CENTRAL 86 01 o6h | 0995 (5310 7 8129% (16 55%) 23
! ' WLSILRN 8% 73539 ' 8706% | 6o 76 4% (2894 8
] SUITHLRN 100 75 4V% 83 00% (" oute) 7854% | (3 11%) 8
i NORTVHFRN 103 83984 7463 T3ve 79140, o, t
WFSTERN ' L0320 0298°%5 1 S TI% ' (21%) T096%  (798%) O
ARIZORA | , 468 0 T3 | 7331% (201%) " TS00% (3 a%%) 6 17
i CALIFORNIA boagl 5840% | 6500% C (6 60%) 7061%  (1221%) 14
SOUTHFRI "8 6143% | 68 20% (ViTh)  7238% 1 (795%) 29
CENTRAL [ 4116% 5946 1 (1830°%) 67 58% (20 42%) a0
NOJ N .07 G16% ,  NA , NIA T 6a9aeh (5 30%) 26
NCW MEPMICO V73 7260% 1 6104 Yoia L T404%  (234%) 4 14
WLSTCLNTPAL : AL 6516% 1 T57I% ., {1061%0) ! TOIXN (LSt ] 4
: ILLINOIS : , 608 Lladts o 76070 (1263%) . 7931%  (1587%) 1]
EASTERN ks 8329% | 7131% Puily ) Tagee FoANy 2
: NORTHERN ©O8N T16% 1 76 09% (193"%) |, T80 (6939 1%
! SOUTHLRN v/ 5703°% , 7952 (224950) 81 77% :{2374%) 1)
1 CHICAGO METRO . M2, 3s01% ! NA N/A 49 15% {11 13%) a1
[ Y07 F 1321 1 7461 (134%)  7840%  (513%) 3 12
TAST CTaRAL P2, o439 0 653 0 (1 G0%) 7432, (90%°%) 5
1 INDIANA L] 66 78% 3 66 72% (0140 T460M . (782%) 9
CLYIRAL 1 n 6316% . AT60°% b (14U 7725% (12 09%) 25
EASTLRN L88 ¢ AT476% ) 6S46%a T v To37% ' (161" [}
. ! NORTHW EST Pos9 72 88°% W0M% 1 2y e 77040 (4 1o%h) 13
[ SOUTHTRR iy A568% 1 el (N 16% 67 63% (21 93%) 18
. ameHiGan 101 65 34%) 56 11" vy [ I 10 2
OHIO i ! v 799 51832, 56 4% (171%)  T166% (21830 17 15
PENRSYLVANIV! PENNSYLVANIA | 1245 0’343, ' 71 18% (4 75%) 74535 (G 10%) 3 3
CPNTRAL . IS0 Ty N N2 iONIA K3 al% | (584%) [
! COAMISVILLL HEEE] 62 38% NA T NA 74 10% (10 72%) 27
EASTERN ] 66 41%% 7 78% (12.374%) 7783%  (1142%) 21
NOFTHEAST 88 57 20% 58 3430 {1 14%%) GO 55% 1 (3 35%) 30
! PITTSBURGH ] 77 a1 70914 s 0 T663% ¢ 0, 7
' . RLADING L3 5527 NA, NA 67 48% (12 21%) 31
¢ WESTERN 108 71 63% $66d% 0 (15019 8164% il1201%.) 16
MISSOURI MISSUURE 386 210% . 7607% 1 (397%) , T7890% (o 3S0%) 2 5
CENTRAL , %0 71 81% 720390 1 (022%) B9 | (¥3¥H) 15
CASTPRN i 17 14 09% 79 8% (Y 7636) ¢ RSO0 (1093%) \0
] SOUTHWLYTLRN to93 £2 790 67T TG I h L T726% L, 3
. WESTERN S 50 54% SZ49% | (195%) + 5269% ' {215N) 26
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Quadrant Chart Guide

£, 90% . .
S riority 1 :
85% JHiph Performance/Low Importance| High Performance/High Importance
]
80% ] Fhese aspects represent Thesc aspects represent
1 strengths mn areas that are key strengths that should
= 759 ] less important to customers be maximized and
D ° 7
= ) These strengths should be communicated (o
b communicaied to customels customers
3
g2 70%
53 -
- 1
o ¥ 4
ol 65%
[7¢]
g o JLow Performance/Low Importance| Low Performance/Hiph Importance
23 4
2 60% 1
] ‘These aspects 1epresent .
O Y o v X o
55% ] arcus of the relationship that These aspects require m?mcdmlb
attenuon  Improvements in these
] are less important to . ) .
customers and therefore aspects will impact overall
50% 4 ' sanistaction the most
] should be a lower priority
45% 1
_,5 l- Prority 1V | |
40% v r v
0% 5% ' - 10%
Low Importance
- - . \d N
Priorities of Focus
= 90%
_O_D
=
85% 1 ' & Undcrstandablc hill
80% -
Water appearance O
g 75% ]
o B ] € Water qualiy
w o
=3 70% 1 ) <>(.)\rumll serviee
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=9 1 < Vdlue
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5 A 65% ] Waler wste § Dverall iviee provided by field tep
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M~ g ] Water punity &
z 60%; ©Water cost
1 Walter healthfulness © ¢ s
] Environmentally © © Opcrates in the
55% 4 responsiblc Hasmodermn faciliics @ best interest of its
4 customers
50°% SState-of-the-art treatmient technologies
° ] ® ](cadcr in the water industry
45% 3
z
= [ Prionity 1V l
40% T T
0% 5% 10% 15%
Low Importance* » High
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Fourth Quarter
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Customer Satisfaction Summary

1. Sausfection with American Water System overall:

)
« 73 72% af our Lustomers are sansfied with American Water System overall

« 1297 of our tustomers are not sausfied with American Water Sysiem overal
o Thervear end 2001 weighted score for 1ol satisfaction was 77 83%

E:) Our company voal dor 2001 55 te have 8T 32% of our custamers satsiled swith Vimerican Water Ssstem overall Atyvear end™ 2002,
we are below our 2002 voal by S 70% )

Minimum Level Voraoy 2002 World Class Level
60% St Goal A5%

1 i
11 1 T

Leies 16 k--v.-::_i?f.x By

AN D e T e S

II T T ! 1 } " ) ! 1 |I T T™T W‘!x' llllvl|| |lv—1*1 ™T !
T i i e 1 { 1 1 e
Iy . ° I

1
o W% 13% 0% 23% 0% 35%  40%  d5%  30% S5% 6% 65% 0% T5% BO°L B5%  90% 93%  100%

2, Satisfuction with the water quality overall:
« 73 66% ot our customers are satisfied with the water quality overall
« 17 48% of our custamers are not satisfied with the water quality overall
quality
« The year end 2001 weiphted score for total satisfucuon was 75 619%
Cur company targot for 200208 1o hase 79 1% wnisficd sath the water quabty overall vevear cad £ 2002 we are below our targee

tn 3 85

- S Mumam Level 2002 World Class Level
s 75% Target 90%

‘vrvilj'i(..{,,H]xv-,iv..{.‘ ‘i.-r—-x—drm 1}...i..|;;
LTI SRS R et e, | DAEE e b ke mr s L4 Hemger
e et . it o o v et e e i g A0 i~ iy
I e it utagrm s o Dy =
PRSI GUUPRER BURR DU, T T T " | T T o | T |
Y R e e s o T e s eevrers: et s ey ey s ——
WA B 0% 15% 0% 215% 3% 35%  d% 45% S0 SSYe A% 65% TNL 78% BIY% BEY 90%  95°%  100%

3 Agreement thut American Water Systeni s a leader in the water industry

o 50389 of our customers adree that we are leader i the water mdustry
« 3 15% of our customers do not agree that we are a leader w the water industcy
« The year cnd 2001 wesghted score for total agreement was 50 78%

E> Cur company targdd for 2002 48 o have 83 78%0 agred that weace st leador m the watoe mdastey A soe ond ™ 2002, we are

below aur tnroct by 8 407

Minunum Level g 2002 World Class Level
larget 900

3% -

f——frrr— = ~rfrrrfror e} 1ty e}
A T e g YT I S,
N ; . C: e

] = [ e e
0% 15%  20%  25%  30% 1§% 0% 48 ¢ S W%  95% 100%

0%

= Year end equals Quarnter 3 + Quarier 4 2002

Pape 2
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4 Ratung wuth the unlity value recetved from Amertcan Water System:

e 07 60% of our customers responded that they receive a good vatue for their uuhity dollar

» 1503°% of our custamers responded that thev do not receive a good value for their unlity dollar

« The vear end 2001 weighted score fot rotal good value response was 70 97%

dollae Atvear cnd™ 202 we are below our target by 807%

Mimmum
Level
50%

\

Ouwr company target lor 20021 to have 75 07%  of our custumers respund that thev recetve a pood value for their unhity

World Class

Level
80%

T ] T 4
RN L ML BN

T

60% T0% 5% 80% 85% 00% 95% 100%
' Satisfaction with American Water System Overall
Top Ten Operations
1 |
Current [ : : I'revious
Quarter Rank ’ Utlity Subsidiary Operations i Year End* Total Satisfied | Quarter Rank
| ‘i W VIRGINIA NORTHERN ; 88 32% l
2 [ PENNSYLVANIA WESIERN i §737% 8
3 MISSOURI CENTRAL | 87 27% 6
3 I MISSOURI EASTERN | 86 93% 9
I
S ’ KENTULKY KENTUCKY : 56 85% 3
6 T PENNSYLVANIAT | PHITSBURGH i 36 11% E
7 JLLINOIS { EASTERN H 85 5U% 4
g [ENNESSEE TENNESSEE o 33 67% 7] iz
9 NEW JERSEY SOUTHWESTERN f $1 94% 3
10 ] MICHIGAN MICINGAN , Ri 46% I3

* Year end cquals Quaner 3 + Quarter 4 2002
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Satislaction with American Waler System Overall

1%
World Class os 1
EEON
wy
Minaum T
TR S
Hib'y, SO+
ays +
W
W+
05—
Towd Respomes 3799 " 4047 16831
Company Company Company Top 2 Box
Current Quarter . Previous Quarter Year End 2001 Goal 2001
-
, @ Very Satisfied Sansfred Naither Dissatisfied
Satisfaction with American Water Svstem Overall Trend
— ————
95% =
, . 90%
Waorld Class
R - —
i 80% W o ——
75%
70% /
A m——— o ﬁ/ o
At \o
hlu;i‘r‘l;lml 0% . - e — o -
' 55% e gm—0= .4
50% -
45% -
40% -
35% —
30% e e -
25%
[ S— I Y
20% | - . ‘\ :
15% i ST o ooy s [ s S )_\7,..05 @ %
10% o o 0 o Qe e |
v a4 v
%
0% y
Q1900 Q2'00 - Q300 - Q4'00 * Q101 Q201 Q301 Q4'01
—0—Total Satisfied 64 19% 66 05% 66 05% 64 63% 78 21% 76 97% 79 62% 77 25%
~O--Very Satisfied 10 22% 10 26% 10 92% 9 83% 15 92% 15 49% 14 64% 15 89%
—e— Satisfied 53 97% 55 79% 55 13% 54 80% 62 29% 61 48% 64 93% 61 36%
—@—Neither 21 55% 20 23% 20 13% 2163% 10 19% 11 50% 8 00% 10 60%
-0 Dissatislied 14 26% 13 72% 13 82% 13 74% 11 60% 11 63% 12 38% 12 15%

3 Resudts not werghted

Page 4
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Satisfaction with American Water System Overall

. Curr. - Current Prev  Curr / |Year End ] Year Fnd
: : Qtr Quarter Quarter ’ Prev L2001 , i Total
Utility : . Total Total Total ; Quarter Total 2001 (r Satisfaction
Region Subsidiary Opcrations  Resp Sat Sat. Change Sat ' Goal ! Ranking
Amencan Water System 3799 7725%  7962% (237%) 7783% 72.98% Rgn | Utl Sub] Oper
LA 362 _B090%  8146%  (056%) B164% 74 65% 3
T Tmnes T i 246 79'60% . 7985% ' (025%) " 8070% [7510%; 5 I R
i U7 Eastem 66, B109% 5__7'6“{9%_/5'?’1“‘}?57']"'664'5% 174 31% | G145 j83se% | [ 7|18
) T Nohem T " B0 - B466% | 8368% 1 D07 | 7894% }7199%| A95% | B253% 15
e 4 T Southem T T80 174 52% ] 76 86% [ (2°34%) || 82 26% __19_9‘_052o~,i1f’i6:1;f 85st% [ e
iowa fowa 116, B5095%  8770% : (1 76%) ( B530% 77 40% . . 90% ' 87 98% 2 4
IN-MI-OH 487 7504% 7369% _ 132%  /436% 6936% 50% | 7874% | 5
Indhana ) 355  7735% 7288% | 4470, ' 7432% "7041% 1 3d1% { 79.36% 14
) " Central _ 83 B296% '« 6313% T 7335% 7162%  17o% | 192i% | [T T 7| 28
T T Easten. T 1127 68 59% | 7724% (10 651 o) 7337% 7104% ' 234% 7933 | |7 e
"7 ivonhwest B0 _: B375% ' BO46% | 329%  7838% 7316%. 521 | 8261% | |17
© 0 77 77 sothem T T, 80T 77909% | 6881% 028, 7150% . 6391%, 7605 77e8% [ T T T [ &7
) Michigan _iMichigan .59 . 7288%  7931% | (643%) . _7301% 74 66 L (165%) 1 7843% | | 15 | 29
Ohio 'Ohio 73 6110% 7810% (170%) 7474% 7128% 3.26% ' 79 66% 13 | 2
Missoun Missoun 405 B364% - 86 85% (3 91%)l B326% (7907%  420° | B581% | 1 3
T T T Tcentl . 990 1 7932% | 7750% 1827 | 79 suiﬁs 55% | 1333 o T 8aB1% | | |4
g ‘Eastem 111~ 8858% & 94 57% (5 995:')1 8993% ; 87 ooeu, S : 8993% 1
T Southwestem 87 _ BB 97% _ 7363% _ (456%) 6792% _63.9 ; 33
" ) Westem © 777108 54 10% 36 53% 13 “3017% 755 (132 37 R N
Northeast , 903 7353%  7521% . (167%) 7318% 6975% 345 7780 |6
"~ 7 Comnecticut _Connecticut 108 . 74 07% 68 04% 5 7197% 7154% '757: S S B T I
) Hampton Hampton CT1_10000% | 7308% |, C632% 1 7764% L 6619% | 11450 T N/A 8 |18
T 7 “Long istand ”LongEl‘an&’ T 124 eBA52% | 0667% , (2 %) 85 26% 68 17% ' (z 90%) { 7199% | | 19| 34
‘Massachusetts Massachusetts , 105 43 06% ‘ 54 70% (11 bJ/::) 48 47% ,b28 ni (j43 ’o) ! N/A 22 A4O
_ . _{NewdJersey R :..‘ﬂi_,lsé?"é'_~7318°/° ,,.,L2~8§-.)\.._7_5~55, 17286% o - 30 5 8135% | |1 )
, Cantral B0 | 5557% | 5350% | 207%h | 5844% [6B05% | (9.61%) i 6740% | | |36
) " Nomheastem 785 " B0.00% 1 8617%  (617%) | 7705% 76 93% ] 012% ' B248% 21
© T TTTT T T iNothwestem | 1017 7720% | 7545% _ 175% | 7597% (724 %i 357 1 8158% [ |7 T |723
r . Soulheastern o 100 , 7300% ‘ '74 74% r (‘_7:‘1 ________ % 71 92%‘, 4 48% ; 8192% | 22
: [Southwestem . 108} 8056% | 'B681% | (626%) | 6266% '7688% | 579% {8718 | | Tl 7
© T New vor T [New York " T'B9 T 85 17% | 6279% | 238% | 6380% 769 10% | (531%) I WA || 207 735
Salisblry Salisbury 2 110000% | 62 79% 7 21% | 53 79% 158 94% (515%) I N/A 21 |39
Pennsylvania ‘Pennsyhama 593 ' 7812% : 7935% . (124%) 7679%  7279% 399  8061% | 4 | 10
T ‘Easfem TS T 80 79% 1 B601% | (522%) | 7869% ' 7523%  Gagw 1 82.06% | | |76
N T TiNomheasi” | TT10 1 64 28% | 56.69% 1 57 72% [sTann | 2y Teb ek 1| T T a7
e .. .Pmisburgh " i 108 T 8148% | 8796% ! (6 48""91} 8421% - 76.86%  735% : 8628% | 3
) " \Westem © 224 1 B770%  9052% ; [ (292%) ' 8886% '8148% 7.22% ' 8985% 2
Southeast 711 ( 7559%  8451% | (892%) | 8223% 7687%. 540 . B4BA% | 2
7 Kentuwcky Kentucky N ea_4"_“__j_:6“sg'1’5°/s © 93 26°/_ T 1% 8 G2 40%  7600% a0 fesaan [T |4 | o8
Maryland "Maryland 75 B133% : 7674% | 450°  7753% ,6742% 1011% . 81 18% 9 |19
Tennessce " _Temnessce 74 ~ 7838% | 8657% | (819%)  8553% 7918%  035% ) 8785% 1 3
T T T vigina T Virgima 85 . 7603% | B340% | (7 37%); 8048% :71.98% ! 8.50% ; B3.64% 177 7142
Wvignia " a3 78, os%'T_}é 73% , (067%)° 8140% 7924%: 215 ' 8440% | | 5 |
oo TTe 7 Central 98 - 7385% | 7618% . (233%), B3 39% B145% 145% . 8632% | | [ &
"Northem ~ 93 " 9040% ! 8201% 7EHEDL T 8152% | 82.30%  (078%) | 84.80% 10
. T isouthem 105 ' 89.56% | 80 91_1@_7'___323?232 BO73% B075%' (001%) ; 84_1'55_%: R
; [Westem’ ©107 T 79.13% 82 76% ! 363"’) 7719°/ 7400% ¢ 319% 1 8131% 20
Westem . 338 6906% , 6919% _6573%, 322% " 7459% [ 7 1
"Anzona 'Anzona 47 " 8809% , 7143% T 6550% 1 3410 | 7456% | 17 |32
- Caiforua “ T 2007 89 09%_: 69 71% (gm_egzsn)f 6819% 6547%( 27 7at0% | 18 | 7T
Central 107 55 14%  5856% , (342%) { 5638% . 56.44%, (0 06%) | 62 81% 38
T e e e TR T 6 3% I 198% 16943% 555 L '79“33% -
T 77T TiNewMewico T New Mexico | 91 | B9 23% 64 38% 2250, | 74 93%  68.76% ¢ 6174 . 7843% | | 12 |25




Y S T T

M
X
World Class 1ori g T
l;)L(‘)‘l,vL‘;! - - i {é
Vhowum 3% T ﬂ
[ oved o HH
e ] A
&Y i
S "3
A= g
1]
e I
050 i
HEES . ‘
(V22 ]
Tonai Responses 3893 4082 17127
Company Company Company Top 2 Box
Current Quarter Previous Quarter | Year End 2001 Target 2001
) Sanshied Neithes Missansticd
Overall Water Quality Trend
95%
World Class
Pevel  90% -
85%
o 80% =
;R{{l\l::lll‘l 759, ’. P — A — _
70% - - — //
65% - [t .
60% - o e —- —
55% - - I >
50% @ ,
45%
40% 4— - e D - -—
35%
30% -
25% ,
o O =
10% — — — —
5% b :
0% Q100 " Q200 * Q300 * Q400 * Q101 Q201 Q301 Q401
—@--Tolal Salisfied| 66 76% 67 12% 68 48% 67 01% 74 76% 75 10% 76 57% 75 63%
—a--Very Satisfied 15 12% 14.93% 16 02% 1371% 18 56% 18 15% 18 18% 17 51%
e Satisfied " 5164% 52 18% 52 45% 53 30% 56 21% 56 95% 58 39% 58 13%
—@—Neither 14 53% 13 74% 12 89% 13 39% 8 37% 8 26% 6 84% 7 84%
o~ Dissatished 18 71% 19 14% 18 64% 19 60% 16 87% 1664% | 1659% 16 52%

* Reswlts not werhied
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Satisfaction with the Overall Water Quality Rank

T 3

Curr  Current Prev Curr /  Year End Year End
{ Ofr. ‘ Quarter ' Quarter | Prev 2001 | ' Over/ ! ' Total
Utility . Total * Total : Total ‘Quarter’ Total . 2001 |, Under . 2002 Satisfaction
Region Subsidiary Operations Resp Sat. Sat. Change Sat Target Target Target Ranking
Amencan Watar System 3893 7563%  7657% (0 93%) 7561% 7410% 15:°. 79 51% ] Rgn]Uul Sub| Oper
[Ty ) 363  8101% - 7883% ; 2 13% _ 8034% ' 7624% < 10°% _ 8199% | 3
“Ninoss oo T 245 TB163% | 77.13% + .50% t 7943% .7548% L E9n oe1T% | A
o Eastem " B5 |, B755% : 8462% ' 292% , 8357% 7706% . 651% . BAB6% -
e Northem 1T B0 1% 73 83% 7030 | 74 09% (69 77%  43%% 1 76 43% B 32
o . ... Souhem " " '89 | 7790% ; 7429% {o'o_;j’ | 8063% |784 Eé%+ J21%% yB224% | | 10
lowa owa 118 7861% ~ 66543% ' (6.82%) ' 8386% 7913%: 4734 | 85158 2 4
IN-MI-OH — 497 _7416% _ 7320% _(.95% 1 74 10% 7320% 000°a _ 7846% | 4
o Twndama T TTTT3Rs  7422% . 7216% | 208% 73 30% 173 86%, (056%) , 7849% | {127 [T 7
Central | "85 | 7868% . 63.73% ; i455% 7398% ;7267% 128% : 7970% | | 23
T ‘Eastemn . 116 | 6546% & 70.69% (523%) 7039% 7391% (352%) 7736% | To7
'Northwest B2 . B780% ' B837% ' (057%) 8112% :7952% 106U 8449% | 8
T T T Tsouthem T 81 6287% _6388%  (101%) . 6577% 72 82% (704%) . 1438% | [T T |43
i OMichigan © Michigan 7 59 7458% ., 8305% ' (847%) 7763% 7419%  G4a%. . 8067% | [ 7 |16
Ohio Ohio T 74 T7373%  7865%  (493%) 7870% '7401% < ou, 81 21% 6 15
Missoun Missoun 422 83 40% B789% (4 49%) 8403% T673% T3 B4 17% 1 1
' Central  _ 104 8361%_ 8204% _ 35, 8069% 6311% 1758%  8119% | 9
- T TTEastem T 112 8B27% __ 9625% _ (7 68%) 9081% 184 56% 6'2”53? 790 81% T
B B T “Southweslem 92 6739%  6277% 4 &% 66 39% ' 57 76% “9_2"3 7 90 T T 32
) - “Westem T 114 5347%  3751% 15 ¥, 4131%  2701% 14 0 c' 471% | i 41
Norheasl 933 7274% 7006% ‘2cc:  7058% 7166% (107%) 75 55% 6
Connecticut  Conmecticut 115 7391% ~ 7600% (209%) 7591% 7400% 1 97” L NA 10 |20
;Hampton +Hampton 1_110000%; 7037% 29C3% , 6909% 7031%  (122%) , NA 17 I a
T ltongistand flongisiand i 198 _ 6328% , 5662% I 680% - 69 84% 66 36%  (652%) 68 967 | 21| 38
i Massachuselts Massachusetts 109 _ 5839% . 6638%  (30%)  6107% _7062% (9 55,,) N/A 19 {35
T New Jersey U \TUABT T 7462% 4 7272% 4. 7303% 73 69% ' [
B T T Gental T T 471 5893% {55 47% ] T345% 58 zg% |68 42% . (9731 779% | [ T e
Northeasten | 88 ' 72.73% ; 7579% ' (306%) ! 7056% ' 738%% , (3. 33°’) 76 3% 26
U T 7T Tilorthwestem 108 7415% ¢ 4»{3_518% ¥ '“__"7_'1'_»42 _7063% _079°% Treeen | T[T Tes
~ 7 777 77 Southeaslern - 100 . 7600% ' {155%) " 7753% T7982% , (229%) . 8154% | 18
. i . . Southwestgn] "x i _.§ 7920% 177 37% 1837, __-__1_3_2 I a3
New York ,New York ) 68 . 658B8% 208 70 06% 76 91% (6 85 o) . _N/A _ 15 | 29
"Salisbury ~ Sahsbury T T2 T10000%  7561%  24.3F. 0 6336% 65 74%  (2498%) NA 18 | 34
“|iPennsylvania Pennsylvama 601 71 91% 72 58% {0867%) . 7165% 73 76% (211%) 76 44% 5 14
T T T T T astem i85 T 7829% 75'46"7 T 1'75"6'7"70 TTTBT% (4 70%) rrasw [T T T 24
“Northeast 7112 7T 4748% ' 5263% (5 15%), 5116% 57 33% (a 17%) . 6276% ’ 39
[Pittsburgh ~ 109 ~ 7982% ;. BO 73% (092%) T9T1% 7705%: 2857 . 8208% | IRF
A CWestem 225 "'8578% ' BS576% 0027, B534% 7846% &8,  8608% | | | 3
A[Southeast T T 733, 7696% _B327% _{631%), BOB2% 7632% 1507 8240% 2 | |
‘Kentucky " "Kentucky ~. 95 1 7053% | B8462% ) (14 08%)[ 77 55% _ . 7398% " 357 79 96%_ 8 17
T 7T Maryland Maryland P77V 77.92% | 7209% . 589 7500% . 73.09%: 181 1121
_Tennessee  _ Tenne_ssee' ' 79 8354% | 8281% 004°. | 8323% -7838% 4357, :- 84 61% T4 e
T Tvegma | vigmia T 7767 io’zs% TB42a% (1399 c) '7623% ;70 07% | : "9 119
. Wvigna T 4157 8031% 1 B273%  (2.42%) . B351% 7891°/’_1 S 3T
- T el 102 7 B002% : B253%  (251%) 8624% 8197% N
’ © Nohem | 94 8337% _ 8505% (1.68%) 8138% B8072%, o - A
B Southern 108 1 8320% | B0S7% 263c  7878% 7691% < 136%  8047% 14
Westem 111 7883%  84.06%  (523°) B033% 7292% r41°. si83% | | T UNAT
] 344 6503% 64 30% 72°:  6165% 6357/% ()93%) 6885% | 7
" Anzona  Anzona . 44 1'5455% | 6491% (1037%)! 5744% 6030% (2.85%) . 6577% | | 22 | 38
“TTcalifoma T T T T 77T T 208 176533% . 6504% . uﬁg o .{ 6080% “e2.86% " (1 86%) ' 6822% 20 |
i Central 115 1 4609% | 4425%  134% | 4464% ;5569%  (1105°%) 54 75% 1740
" rSouthem [ 93 1 7640% | 7701% : (061%) | 7010% .66 88% : 3 £t ; 7515% | 1 |28
‘New Mexico  ‘New Mexico ' 92 ' 6630% . 5833% "0 :. | 69 77% 73.13% (3.36%) . 74 96% g | 30
- i B [ et =y m




Agreement that American Water System 1s a leader in the Water Industry

World Class ' T
Level =~ s - R - - - ~ s - - - - e, =<~~~ -~ ~~~~~-~-~-~----=-
90 % s
L 1
Muumum 7
tavel ~- ST -
i s i
0% :-
1% ' ’
.o V% —
Toteal Responses 3625 3837 16007
1
Company Company Company Top 2 Box
Current Quarter Prewvious Quarter Year End 2001 Target 2001
E;;t: Agree Neither
Leader in Water Industry Ovecrall Trend
Yeorld Class 95%
B e
85%
80% -
75%
70% -]
® 65% e e — e
60% —
55% ® S
Vinunon /
Lovel ~—50% -2- - -
45% 5 __g:_-———-*—"—"—"—w—»
40% s \\g—"_“‘
35% |- :‘———""3\@/ — —
30% —
25% e e - —
20%
15% —_—
10% O ey O R e T ——— R
5% -0 0~ 0 =g
0% Q1oo* Q200 * Q300 * Q400 Q1o Q201 Q3o Q401
—~o—Tolal Agree 34 21% 34 99% 37 02% 35 74% 50.99% 50 00% 50 66% 53 67%
—a—Strongly Agree 457% 4.61% 4 98% 4 45% 7.58% 6.68% 6 73% 7.27%
-0 Agree 29.64% 30 38% 32 04% 31 29% 43 41% 43 32% 43 93% 46 41%
@~ Neither 55 39% 56 17% 53 52% 55 10% 40 01% 41 42% 42.10% 39 16%
o--Disagree 10 40% 8 84% _846% | 915% 9 00% 8.58% 7 24% l§-~

* Results not weighted
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N
N Agreement that American Water System is a leader in the Water Industry
i :
* Curr  Current Prev Curr./ Year End Year End
k ) . Qtr. Quarter Quarter : Prev. 2001 Over/ Total
% Utility . " Total * Total Total Quarter ; Total t 2001 i Under ' 2002 : Agreement
[l Region Subsidiary Operations ~ Resp.  Agr Agr Change  Agr 'Target Target ' Target Ranking
+||Amencan Water System 3625 5367% 5066% 5017, 5078% 4888% 190w 58 78% | Rgn]Ull Sub| Oper]
o . e . ... %339 8248% 5431% _317°% 1 5509% ;5308%, 207 ; 6246% | 2
ST mmes T T T 223 B226%  5252% 57';"3"% . 54 55% ,5313w Sy Te219% | | a7
S0 0 T Eastem 56 6334% ' 4602% ! 17 % Caere  89Tr% | T T e
Al . .o . ____.Nomem _ 8 " 6387% 5601% , 7303 5537% ’5_5,_2_@%«_ o eeosn | a3
o . ‘Souhem T 82 6030% _B451% 553, 62 77% ‘562010' 657% | 6697% 6
Al lowa ‘lowa 116 6332%  6121%  2.11%  5718% '5128% 590° ' 6351% 3 |9
7 |[N-mi-O0H 44 4799%  4339% 160 45 B4% 44 88% ' 5470% | 5
ST pndiana "0 T T 336 4768% __4107% I __4458% ;44 76% | o>_’4"$_3 9% | | 2 |
c ’ ‘Cenlral 76 . 4455%  3107% ' 13¢8% . 3926% 4532% (6 06%) ' 5139% 28
W T T T T T T Eastem 7104 4344%  4181% | 163%. , 4225% (4464% . (239%) | 5303% | | ‘25
T T T Nothwest 78 1 5513% . 5556% (0 43%) 5687% 4583% 043”?'62 26% I IR
; : .Southem T 78 . 4956%  3374%. 15 3886% - 4533%  (648%) 51 17% 31
;17 “Michigan T Mchigan | 56 | 44 64%  4912% (44B%) 4545% 4383% 1 6. saaen| | 11|20
Al 77 ohe »" "Ohio ~ 727 " 5019%  5708% (689%) 5361% 4585% /7 78%  5981% | s |14
5 [[Missoun Missoun ] 392 5555% 4406% 1149°%  5149% 4946% 203°. 5938% | 4 | 8
MO 77 Central 99 4B78%  3925% T L~ , 4353% 3507% ' 846% | 65442% | 22
S .Eastem 104 . 59.03% 4592% 13117 5582% .53 04%: 5 B349% 12
i Soulhweslem 90 4667% , 4556% 1 11°,  4053%  4556% '”(303%")'7‘"52 4% | | " a7
Al T T T T T  Westem T 799 36.07% | 3042%  585°- . 2611% 12093% 5 ia. ! 4523% | | [ai
| [Northeast 849 . 47.14%  d4434% 27975 4539% 4566% (026%) 5434% | 6
: ‘Connecticut__{Connecticut_ 97 3196% . 3478% _(282%) 3580% 4078% (498%) T NA |~ 17 | 34
T Tinamglon _iHamplon i +10000% _4000% 6017 ~4196% 4174% 0 :'zfl"""i‘f NA | T T3] 2s
“Longlsiand __Long Island 123 3821% . 3984%  (163%) 3907% 4382%  (475%) ; 4905% | |14 ] 30
‘Massachusetts ‘Massachusetts , 98 , 25 78% 32 65% (G 87°%), 2764% 14077% | (1313%) . NA 22 39
T New Jersey | L1445 | 5026% | 4723% | 303%  4885% 4637% 248% | 56B3% 10 [
. iCent 7' 75, 4014% | 3190% | gzd% | 3795% |44 3% (641%) | 4996% | I |2
‘ Northeastem 75 " 5600% ' 44 57% . 1143% | 4699% '4579% 120°%  5558% 19
T __Norhwestem 95 |, 3750% | 4221% (4 71%) 4323% ;4375% | (052%) 35 R R =<
- "“séuiﬁeés“lé’m"1'"94_:'_"212 55% | 4111% @ 144% ; 4737% |4620% ?T’_’_{“‘?‘ s584% | . | |7
Southwestem 7106 | 6415%  6265% | 150 | 6021% |4943% | 1078% | 64 87% 7
" NewYork " NewYok ~ "7 83 | 3855% 3289% , 56al, i 3782% |42 47%117@':7,1 L2 - <
KilP “Salisbury : Salisbury 2 50 00% ' 3250% | 17 b | 28 68% 39 71% (11 03%) { A 20 37
""_»jPennsyIvama Pennsyl\anla 574 L 5598% ., 5676% (078%) 5218% , 51 98°" 0 ._U“u . 59 96% 3
; ( TTEastem T 14771 aBP7%  4902% | (074%,) 47 15% AN ARG N R B
___'Northeast 106 5054% . 5764% . (7. ""_:ééﬂ'_?-f/.,]écj"_ifg“ T (1176%) ¢ 5461% 29
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Al 7T T Tvigma T T vignia T B4 T 3382% | 4367% (1005%) 3481% 4992% (1511%) 5160% | 19 | 36
sl WVlrgln_na__________ 388 6974%  6562% _412% | 6766% '6179%  587% ' 7345% | 2 |
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Anzona _ Anzona 42 . 3333% | 2549% ' T84 ! 2784% 14011%, (12279 o) 3897% | | 21 I'38
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—a—\Very Good 11 03% 10 75% 11 72% 10 40% 17 67% 15 31% 16 53% 15 55%
—8— Good 46 52% 47 86% 47 38% 16 71% 54 82% 55 66% 53 74% 55 21%
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Overall Utility Value Rating,

Curr. . Current Prev Curr /  Ycar End Year End
. Qtr. , Quarter ' Quarter Prev 2001 . Over/ Total
. Utlity " Total  Total Total Quarter. Total @ 2001 ' Under ' 2002 Good
Region Subsidiary Operattions Resp Good Good Change Good ' Target Target Target Ranking
Amencan Water System 3821 7076% 7027% O duv, 7097% 6852% 2 15%, 75 67% | Rgn | Ul Subj Oper|
IL-1A 366" 7577% 7671% (094%) 7530% -7126% d05°, - 7912% | 3
’ Minois i . 247 1 7607%  7760% | {153%), 7552% ,7144% 405 | 7931% | 4 ’
“Eastem |86 ¢ 7131%  7454%  (324%) . 74 08% [ 6990% 3 14, | 78 44% B IRE
T Norhem” " 91 " 76.00% T7889% (B 79%)  7367% S6811% 5&r. 1 7sosn | |77 iz
T T T T iBouthem T 80 ¢ 7952% | 7882% | 0 7i% 5 7802% 17624%  17ma 1 B177% | T | T s
lowa Towa 71197 7461%  7326%  1.36% T 7448% 17059% 38w, 7840% | | 6 | 8"
(N-MI-OH - 484 6534% 6709% (1 75%) 6936% 6526% 4007,  7432% | 5
" Indiana ) ) 1353 T6692% | 6639% 052 | 6969% ‘65 42% 428, U 7460% | 9
T . Cemtral _ | 782 6760%  6462% ° 298%.  7202% 6671% &35, 7725% | 7|7 g
T T T T TEastem T 11171 6546% . 6594% (”' %) 70 95" 165 01%‘ Fodd, T T 7ed7% | 21
Nothwest ~ ~ 80 ; 7000% : 7209% '( 7 /0',70 69% 108 77 oas T T T g7
- Southem _ 80 . 8384%  6138% 2 c,, __6016% '6168% (152%) 6763% 29
T Michigan ~  Michigan 57 5614%  5893% (279%) 5541% 66 60% (1119%) 63 00% 18 | 34
o Ohio Onio "7 774 5554%  7213% (15 50% ) 6856% 6420% 438, 7366% | | 13 [26
Missoun Missoun 410 _7607% 7561% G.10"=  7590% 7178% +12°. © 7890% | 2 3
D ' " “Central 102 7203% | 7678%  (475%) 74 40°/ 64 08% 1€ 80 19% i 9
’ Eastem 1P 7981% 1 7960% U217 8085% , 8019% 85 00% R
TTT T T TSouthwestem - 90 L 6778% . 7500% (7 Lz%)f 70 45 " 6393% T T728% | ) 23
T T T T " westem T T 077t s240% ) aa1r% 8 "4039% 1a834% ews) s2een | L T (e
Northeast ' . 904 6477% 62 60% 6378% 6321% 0237,  6968% | 7
’ Connecticut _ Connecticut _ © 107 | 5514% « 5521% (0 O_7_°-3> . 5738% 15859% (121% N/A 17 | 33
iHampton ~ Hampton 1 "' 100 oow L 6792% 1085 | 7205% '5666% 15.39% . NA E: I B4
T tonglsland “;Eor{g lsland 1 12471 5403% | 5778% _ (375%) | 5983% 16268% (285%) | 6613% | | 16 | 3i
" Massachusetls (Massachusetls__ 106 | 30 44 | 3968% , (924%) | 3308% | 4868% (15 60%) NA~ 22 |4
T T T T T iNew Jersey ¢ 1 478 16315% | B570% , 3 i3, | 6705% |6504%; 2023 | 7267% | | 14 |~
I 1 R “‘éa‘"']' E?sé’"" a1 03/7,‘."7373- f'ﬁéﬁ 46% |57 9‘97"/;”4 ‘B 53%) “sBaas | T T T a8
T T Nottneastern 1 85| 7412%  8247%  (8'36%) 1 7345% 16725% 620% _ 78°98% | L
T T T 7T iNothwestem ' 101 78 $65% '; 67 63% "1 {70 89% 7, 67 45% “'3'?1'43 76 75 | -
ST 77 TiSoutheastem 100 5800% | 5269%  5ui. 58 15% |62 99% (4 64%) + 66 092 ] 32
i . __ _Southwestem ' 110 , 6818% . 6292%  526% 6819%“;_68 54% ' (035%) | 74 48 | 127
T "New York ‘New York 86 + 5349% | 5301% 048% ! 5257% 156 90% { (433%) ' NA i 20 |3
" 777 “Salsbury | ‘Sabsbuy T T T3 T5000% 4390% 5 10°%  3615% .4400%  (785%)  NA | T|TTETTEC
Pennsyhania Pennsylvania . , . .. 598  7318% - 6791% 52V - , 6953% 6773% 13¥r. 74 53",_‘0 4 10
Eastem 1 36 T 7878% | 7632% . 240%  7436% .70.54%  dgxe. | 7783% [ | 10
T TiNotheast  '"107 ,"5834%  4540% i " 5093% 56 12% 60 55___ 37
T T T T pttsbuigh T T 10T T A0 91% T 7706% 1 (6 16%) ; 7264%  7044%, Tieesn | [ 16
Westem 225 8664% © 7708% 0567, ' 8273% 74 16% 83 64% 1
Southeast 718 7% 7759% (588%) 7678% A 7423% 80 'sow 1
7 _Kentucky ~ " Kemuchy T 1795 . 7368% __7978% _(609%), 7889% ‘75 23% 2 | 4
’ Maryland ‘Maryland © 73 4865%  6585% _(1721%) 5530% (5782% ," ) S
T Tennessee " \Tennessee 776 7763% | 7101%  6&2% . 8091%  7720% . '83 se | T 2
) "7 Cvignia T iviegnia T 85 . 6299% | B104%  (1805%)  73.44% | 66 96% e [ ) 7 | s
el Wvigma 408 7146% _ 7832% : (686%) . 7539% :7517%i i L7972% [ s 1
T T T TTcentrat T T 101 69 97%4 8306% _ (13 4%y, 77.57% 1 7714% o | KB
- ‘Northern . 93 7863% . 7030% . SO . 7471% 7706% . (234%) | 79 14% 77
o T Tlsouthem 1057 8309% : 7387% | 9275, | 7367% LTT27T%; (361%) | 7854% | | 13
Westem 109 6706% ' 7131% (295%) . 71.51% 67 23% | 4 28% 76 40% 20
Westem 341 6511% _ 63.69% 141" 6533% .6052% 4481  7096% | 6
" " "Anzona Anmzona 45 [ 7333% | 6727% - 606%  6943% {6149% . 04%  7500% | | 11 |24
T Uicadorma v T T 7204 6500% ¢ 6397% | 1 0%, | 6463% :16035%: 428, | 7061% | | 5|
e _cental 111 [ 5946% ; 5766% :_130% | 60 04% 157 65% 1 _2";5535@"3_ 6758% | | " |30
! Southem 93 6820% ' 67 61% U89, ' 6727% 6128% ! 599° | 7238% 28
T T  New Mexico T New Maxico | 92 6304% © 60 27% 2 Si0. | B9 36% | 6597%  3a9%.  + 7494% | | 12| 25"
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Interrogatories and Requests for Production
Of Documents by the
Attorney General (First Set)
To Tennessee-American Water Company
Rate Case No. 04-00288

, p
25 Q PROVIDE. A SCHEDULE BY MONTH, FROM JANUARY , 2002
THROUGH SEPTEMBER 2004, IDENTIFYING THE AMOUNT AND

PERCENTAGE OF TOTAL PAYROLL CHARGED TO NON-UTILITY OR
UNREGULATED OPERATIONS BY THE COMPANY. '

Response: ) .
A.
Tennessee American Water
Question 25
Payroll Total %of
2002 charged Payroll payroll
JANUARY 0 0 0 0000%
FEBRUARY 0 0 0 0000%
MARCH 1478 16 55372378 0 2669%
APRIL 280 83 44244902 00635%
MAY 1027 72 588459 2 0 1746%
JUNE 142 78 44704217 00319%
JULY 211 38 434754 19 0 0486%
AUGUST 592 26 528383 1 01121%
SEPTEMBER 363 66 44513713 00817%
OCTOBER 5742 44683189 01285%
NOVEMBER =~ 0 0 0 0000%
- DECEMBER 18373 ° 47686005 00385%
Total 4854 72
Payroll Total %of \
2003 charged Pyaroll payroll
JANUARY 329 91 43921386 00751%
FEBRUARY 786 63 45048008 0 1746%
MARCH 446 94 44169315 01012%
APRIL 448 58 44398282 0 1010%
MAY 0 0 0 0000%
JUNE 450 92 44809323 0 1006%
JULY 1196 44 438001 18 02732%
AUGUST 509 46 75173032 00678%
SEPTEMBER 2132 39 45211891 04716%
OCTOBER 998 09 65065325 01534%
NOVEMBER 1049 26 435198 18  02411%
DECEMBER 919 26 427254 87 02152%

Total 9267 88



Interrogatories and Requests for Production
Of Documents by the
Attorney General (First Set)
To Tennessee-American Water Company
Rate Case No. 04-00288

Payroll Total %of
2004 charged . Pyaroll payroll
JANUARY 15672 17 421556 06 3 7177%
FEBRUARY 10220 17 40877262 2 5002%
MARCH 14609 22 461353 6 3 1666%
APRIL 10006 5 619996 31  16140%
MAY 5026 83 40155906 12518%
JUNE 16491 26 409854 22 4 0237%
JULY 10053 66 407044 61 2 4699%
AUGUST 10611 66 456904 44 2 3225%
SEPTEMBER 878 04 71931868 01221%
OCTOBER -0 -0
NOVEMBER 0 ) 0
DECEMBER 0 0

Total . 93569 51



Interrogatories and Requests for Production
Of Documents by the
Attorney General (First Set)
To Tennessee-American Water Company
Rate Case No. 04-00288

36 Q. PROVIDE A COPY OF THE “LEAST/COST COMPREHENSIVE
PLANNING STUDY" FOR THE LAST THREE YEARS AS REFERENCED
ON PAGE 4 OF MR. WATSON'S TESTIMONY.

( \

Response:
A. The requested document will be made available for review at the law
office of Bass, Berry and Sims under a protective order

1




Interrogatories and Requests for Production
Of Documents by the
Attorney General (First Set)
To Tennessee-American Water Company
Rate Case No. 04-00288
REVISED

14 QA PROVIDE THE HOURLY PAY RATE BY COMPANY EMPLOYEE
(UNION, NON-UNION AND SALARY) AS OF SEPTEMBER 30, 2004.

Response:
A. Please see attached schedule A column has been added that identifies

the positions and employees by the departments that are listed in the
response to question 12.
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Interrogatories and Requests for Production
Of Documents by the :
Attorney General (First Set)
To Tennessee-American Water Company
Rate Case No. 04-00288

REVISED
21 Q FOR ALL NARUC OR FERC ACCOUNTS 601 THROUGH 675, SHOW
THE GROSS AND NET EXPENSE AFTER DEDUCTING SALARIES AND
WAGES, BY ACCOUNT, BY MONTH FOR THE TWENTY-FOUR
MONTHS ENDED SEPTEMBER 30, 2004 AND FOR THE ATTRITION
YEAR ENDED DECEMBER 31, 2005
Response: : B
A Please refer to attached schedules.
The Company does not do a monthly projection of each NARUC account

for the attntion year information since a rate proceeding i1s done on an
annual basis : ‘
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Interrogatories and Requests for Production
Of Documents by the ’
Attorney General (First Set)
To Tennessee-American Water Company
Rate Case No. 04-00288

REVISED
37 Q PROVIDE THE SUPPORTING DOCUMENTATION FOR THE 83 39%
PAYROLL CHARGED TO OPERATIONS FOR THE ATTRITION YEAR.
IDENTIFY THE PERCENT PAYROLL CHARGED TO NON-UTILITY AND
THE PERCENT CHARGED TO CAPITALIZATION.
Response:
A
Apnl 2003 - March 2004
Total Captalized Non-Utility/ Percent
Payroll . Payroll/Non/Utility Regulated
April $443,982 82 $122,564 98 $449 2761%
May $681,582 29 $87.607 87 0 1285%
June $448,093 23 '$82,934 86 451 1851%
July $438,001 18 $86,140 88 1196 1967%
August $751,730 32 $133,935 81 509 1782%
September $452,118 91 $38,975 34 231 8 62%
October $650,653 25 $85,692 61 998 1317%
November $435,198 18 $165,516 76 1049 38 03%
December $427,254 87 $82,977 22 919 1942%
January $421,556 06 $72,384 41 15672 17 17%
February $408,772 62 $82,760 51 10,220 20 25%
March $461,353 60 $130,468 84 14,609 28 28%
$6,020,297 33 $1,171,960 09 $46,303~ .1947%

The charged to operations percentage of 83 39% is incorrect The correct
amount should be 80 53% (1-.1947) from the schedule above



